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ABSTRACT
The purpose of this explanatory case study was to learn how a designated veteran
services office on a university campus supports student veterans preparing to transition into the
civilian workforce after their college graduation. This study provided an in-depth understanding
of the operations of a nationally recognized veteran services office by sharing the perspectives of
the office staff as well as the experiences of the veteran students who have used the office.
Qualitative research methods for data collection and analysis were incorporated through semistructured interviews, observations, and thematic coding analysis guided by a constructivist
paradigm and Schlossberg’s Transition Theory as the conceptual framework. Findings
discovered that the customized career readiness services, transition resources, and support
strategies offered through the office were established in response to the specific needs of student
veterans and the veteran participants all had helpful positive experiences utilizing the office.
With the Office of Veteran Services operating with the end goal in mind of civilian career
success, this study found the strategies and support provided by the office were positive solutions
to prepare veteran students for the civilian employment challenges they could experience after
college graduation. The results of this research serve as a rationale for why the quality and
quantity of designated veteran services offices should be improved to be consistently available
on all university campuses throughout the nation offering similar career readiness and transition
strategies supporting veterans to be successful while in college and beyond.

vi

CHAPTER ONE:
INTRODUCTION

Veterans who served time in the U.S. Armed Forces had overcome the challenge of
making the journey safely home, but often had a new challenge awaiting them- the transition into
life as civilians (Ahern et al., 2015). Many veterans consider that successful reintegration back
into civilian society is achieved by obtaining independent employment (Bullock et al., 2009). Yet
there were often additional educational and/or workforce training requirements that must first be
met. Existing research had uncovered the transition challenges post 9/11 veterans may face as
they entered the postsecondary education and the civilian workforce (Ahern et al., 2015;
Anderson & Goodman, 2014; Griffin & Gilbert, 2015; O’Herrin, 2011; Stern, 2017). However,
there were limited solutions-based research dedicated to understanding how the veteran-specific
efforts and career resources universities offer to support this unique student population can
prepare them for a successful transition into their civilian careers after graduation.

Background of the Problem
Most civilian Americans do not have a comprehensive understanding of military service
and the impact it can have on civilian employment outcomes (Taylor et al., 2011). It can be
challenging psychologically, as returning veterans deal with stress and anxiety from changes
within their environment, circumstances, responsibilities, rank or level of power, and their
relationships (Anderson & Goodman, 2014; McCaslin et al., 2013). Significant barriers for post
1

9/11 veterans establishing employment as civilians can include relocation; loss of social support
systems; service-related mental health challenges like Post-Traumatic Stress Disorder,
depression, and suicidal thoughts; physical disabilities resulting from active duty; homelessness;
and substance abuse (Bullock et al., 2009; Burnett-Zeigler et al., 2011; Milliken et al., 2007;
Savoca & Rosenheck, 2000). Therefore, veterans often face a variety of negative stereotypes and
believe they are misunderstood by their employers when seeking civilian employment (BurnettZeigler et al., 2011). Some veterans attempt to transfer their knowledge and experience gained
through their military occupational specialty to an equivalent civilian career, while others decide
to pursue a different career for a fresh start (Cook & Kim, 2009).
The Veterans Educational Assistance Act of 2008 enables post 9/11 veterans to be
eligible for financial benefits for enrollment into higher education institutions across the country
to meet the requirements for civilian employment (O’Herrin, 2011). The U.S. Department of
Veteran Affairs (VA) has been providing educational funding for veterans since 1944 after
World War II (Dortch, 2017). This financial support was established and amended over time to
make education affordable, encourage recruitment and retention in the military, reward military
service, prevent unemployment, and assist with veterans adjusting to civilian life (Collins et al.,
2014). Veterans can pursue education programs for various postsecondary degrees, certificates,
licenses, and/or work and skill-based trainings (U.S. Department of Veterans Affairs, 2017). This
act can fund tuition and fees, monthly housing, books, and supplies (U.S. Department of
Veterans Affairs, 2017). On June 30, 2008, the Post 9/11 Veterans’ Educational Assistance Act
of 2008 was the largest expansion amendment of federal education benefits (Dortch, 2017).
More commonly known as the Post 9/11 G.I. Bill, this act funds approximately 100,000
degrees every year (Cate et al., 2017). Attending college for the first time or after many years of
2

not being enrolled can be a major transition for veterans (DiRamio et al., 2008). Veteran college
students are a nontraditional specific student population. They tend to be older; usually married
and/or have children; possibly previously took some college courses either before or during their
service; and may have a mental health issue and/or service-related physical disability (O’Herrin,
2011). Student veterans also have a wealth of knowledge, skills, and characteristics from their
wide range of experiences from living abroad serving in combat and/or working on base
(O’Herrin, 2011). Ackerman, DiRamio, and Mitchell (2009) recommended an institutional
veteran support office on campus as a critical element of veteran-specific transition support. A
campus’s veteran support office can help student veterans navigate the college campus and
various departments (i.e. financial aid, admissions, course registration, career services) and learn
about ways to get involved in student life and local community (Ackerman et al., 2009).

Statement of the Problem
In 2013, nearly three-quarters of higher education institutions surveyed confirmed they
had dedicated initiatives, resources, and personnel specifically for enhancing the success of post
9/11 veteran students (Sponsler et al., 2013). However, most of those institutions did not have
data for causes of attrition, disaggregated retention, and completion rates to measure the
effectiveness of the designated investments and interventions they had put forth for this student
population (Sponsler et al., 2013). There was also limited data available in terms of an accurate
number of post 9/11 veterans enrolled in postsecondary institutions, their academic and career
success rates, the factors influencing their success, and knowledge on how institutional practices
enhances their career success after college graduation (Sponsler et al., 2013). Previous research
of veteran college students tended to focus on how their service-related mental health challenges
3

and physical disabilities affect their academic performance and assimilation to college campus
life (DiRamio et al., 2008; Ghosh & Fouad, 2016). While that literature is important, not enough
recent studies had examined the non-academic initiatives available on university campuses, such
as designated veteran services offices, to support veterans for their transitions during college and
preparing to be successful beyond graduation in the civilian workforce.
Most of the prior research about military to civilian career transition had been conducted
through a lens of disfunction and deficiency (Bullock et al., 2009; Burnett-Zeigler et al., 2011;
Hayne & Shepherd, 2011; Horton et al., 2013). Although it is important to identify issues, there
had been only a few studies dedicated to exploring the positive factors associated with improving
or predicting a successful transition to civilian employment for veterans (Ahern et al., 2015;
Bakta & Hall, 2016; Fink et al., 2014; Stern, 2017). There was also little data on the impact of
public and private local, federal, and higher education Veteran Employment Assistance programs
and transition initiatives as well as the lived experiences of veterans and their civilian employers
(Ahern et al., 2015; Batka & Hall, 2016; Hinojosa & Honojosa, 2011). There was a need for
additional qualitative studies detailing successful services and resources for veterans’ career
readiness and transitions from their perspective. This research provided insight for universities
who have seen an influx of veteran enrollments on how to improve the quality and quantity of
dedicated transition initiatives, such as a campus veteran services office, to support veterans’
reintegration into civilian life and workforce after they have served our country (O’Herrin, 2011;
Stern, 2017).
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Purpose of the Study
The purpose of this explanatory case study was to learn how a designated veteran
services office on a university campus supports student veterans preparing to transition into the
civilian workforce after their college graduation. The goal of this research was to provide a better
understanding of the operations of this office and the offered career readiness services, transition
resources, and support strategies available to serve this specific student veteran population.
The following were the research questions that drove this study:
1. What are the described needs and challenges of veteran college students preparing to
transition into the civilian workforce after graduation?
2. How does a designated veteran services office on a university campus operate to
support and prepare their student veterans for success in and beyond college?
3. What has been the experience of student veterans utilizing the Office of Veteran
Services for civilian career readiness strategies and transition support?

Context
The selected Office of Veteran Services was at a large public university located in the
southeastern United States that was identified with the pseudonym ‘Sunshine State University’
(SSU). The designated office was established in 2010 as a ‘one-stop shop’ of specialized
programs and support for student veterans and dependents. The office assists over 2,000 students
with admissions, U.S. Department of Veteran Affairs (VA) benefits, academic support, career
exploration and preparation opportunities, and more. The office staff includes 10 full-time
employees and about 30 part-time student workers. The successful practices of this office had
been recognized by national military publications for the university to have been given the
5

exemplary title as one of the top colleges for veterans for several years in a row. Veteran college
students from various military branches of the United States Armed Forces as well as office staff
members served as participants for this study. The participants had varying demographics and
perspectives to learn the experiences of those who utilize and work within this office.

Conceptual Framework
The conceptual framework that guided the data collection and analysis of this research
study was Schlossberg’s Transition Theory. Schlossberg (1981) defined a transition as “an event
or non-event, which results in a change in assumptions about oneself and the world and thus
requires a corresponding change in one's behavior and relationships” (p. 5). Interacting factors
that occur during a transition are the characteristics of the individual who is experiencing the
transition, the perception of the transition at hand, and the pre-transition and post-transition
environmental characteristics (Gordon & Lavallee, 2012; Schlossberg, 1981). The individuals’
demographics and their history with a similar transition are some of the attributes that serve as
characteristic variables (Gordon & Lavallee, 2012). The source, onset, effect, duration, role
change, and degree of stress could influence the perception of the transition at hand (Gordon &
Lavallee, 2012). The pre and post-transition environmental characteristics can include physical
settings, internal support systems, and institutional support (Gordon & Lavallee, 2012).
All transitions are a process, occurring over time and typically as a series of phases
referred to as ‘moving in, moving through, and moving out’ (Schlossberg, 2011). However, there
are different types of transitions that one can experience. Anticipated transitions are expected life
events- like graduating from high school or college, becoming a parent, or getting married
(Schlossberg, 1981). Unexpected and possibly disruptive events such as an illness, car accident,
6

or major surgery; are unanticipated transitions (Schlossberg, 1981). Schlossberg (1981) also
identified non-event transitions, which are expected events that do not actually happen.
Examples include not getting a desired promotion, not getting married, or being unable to have a
child. The 4 Ss Model for Human Adaptation to Transitions is included within Schlossberg’s
Transition Theory to help understand the mystery of change and how it affects individuals while
providing the structure necessary to analyze a transition. I created the summation table below my
combining what I had learned about Schlossberg’s Transition Theory and identifying the 4 Ss of
the Model for Human Adaptation to Transitions. The table can be used to determine the elements
that define each of the 4 Ss by considering the listed traits and asking the included questions.

Table 1. Summary of the 4Ss of the Model for Human Adaptation to Transition
Self
Personal/Demographic:
• Age
• Socio-economic status
• Gender
• Health
• Culture
Psychological:
• Optimism
• Resiliency
• Spiritual
• Outlook
➢ What kind of strengths does
the individual bring to the
situation?
➢ Do they believe that there
are options?
Are they optimistic?

•
•
•
•
•

Situation
Trigger
Timing
Role Change
Duration
Concurrent Stress

➢ What kind of
transition is it?
➢ Who is responsible?
➢ Is it a positive,
negative, expected,
unexpected, desired,
or dreaded
transition?
➢ Is it voluntary or
imposed?
➢ Did it occur ‘on time’
or ‘off schedule’?
➢ Is the individual
moving in, through or
out of the transition
(beginning, middle,
or end)?
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Support
Social Networks:
• Intimate
• Family
• Friends
• Institutions/
communities

Strategies
To Cope:
• Modify
• Control meaning
• Manage Stress
• Multiplicity
• Flexibility

➢ Does the person
have support from
family, friends, coworkers, and
supervisors?
➢ In what ways do
people give them
support?
➢ In what way do
others hinder the
person’s efforts to
change?

➢ Does the person use
several coping
strategies or just one?
➢ Can the person
creatively cope by
changing the situation,
changing the meaning
of the situation, or
managing reactions to
stress?

Schlossberg identified the 4 Ss as self, support, situation, and strategies. The person’s
attitude, strength, and weaknesses make up the Self (Schlossberg, 1981). Their support is the
guidance from social relationships and communities available to the person for assistance while
using different strategies to cope or change their stress and behavior in response to the situation
environment and details at the time of the transition (Schlossberg, 1981). How an individual
perceives the transition and the 4Ss they have access to for adapting and moving through the
transition, determines how a changing life event can affect a person’s life and societal role. This
is aligned with the constructivist paradigm belief that each individual can experience different
situations (i.e. transitions) in a unique way based on their personal meanings, truths, and existing
knowledge, but their reality can also be influenced by cultural and social factors (Young &
Colin, 2004). Due to its emphasis on how the individual perceives each life event, Schlossberg’s
Transition Theory differentiates itself from other psychosocial models of development.
This theory has been previously utilized to explore the various transitions students face
before, during, and after college (Evans et al., 2010) therefore it could be applied to the specific
student population of military veterans. Griffin and Gilbert’s 2015 study incorporated
Schlossberg’s Transition Theory to discover the transitional support and resources higher
education institutions could offer student veterans to have a successful college experience.
Having a sense of community within a college campus is important when establishing a system
of transitional support for veterans. Researchers documented support as a key factor for veterans
in transition to feel less isolated after leaving their military unit (Anderson & Goodman, 2014;
Yan, et al., 2012). Various options for support can offer a wide range of strategies to assist
individual veterans’ coping abilities and behaviors to manage their transitions with additional
resources, tools, and services (Evans et al., 2010; Merriam & Caffarella, 1999). Griffin and
8

Gilbert’s 2015 findings for successful veteran-friendly campus support efforts included:
establishing designated veteran offices; having services and professionals that understand and
meet the unique needs and issues of veterans; and enforcing specific campus policies and
procedures relating to veteran benefits, information, and services (Griffin & Gilbert, 2015). I
took Griffin and Gilbert’s research a step further by conducting an explanatory case study on a
specific recommendation of their findings for successful veteran-friendly campus transitional
support efforts, a designated veteran services office. Establishing a designated veteran services
office at a university can help veteran students navigate campus systems related to admissions,
financial aid, academics, student life, and careers as a sort of ‘one stop shop’ system of support
(Ackerman et al., 2009; Glasser et al., 2009; Griffin & Gilbert, 2015).
I used Schlossberg’s Transition Theory as a guide to identify the 4 Ss of the Model for
Human Adaptation to Transitions during the data collection and analysis of this case study. I
wanted to understand the characteristics that make veterans a unique student population by
identifying their needs and challenges. Then I explored how a catered to these unique needs and
challenges of their student veterans by offering resources, services, and events as strategies as
well as dedicated office staff and campus community as support. The situation was student
veterans using the Office of Veteran Services on campus for career readiness to become prepared
to successfully enter the civilian workforce as their anticipated transition after graduation.
Therefore, through this research, I explored how the office provided support and strategies for
the student veterans’ (self) preparation for their anticipated transition into the civilian workforce
after graduation (situation). A critique of Schlossberg’s Transition Theory is the deficiency of
validity due to the lack of formal assessment tools. However, this theory was still most
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appropriate to serve as the conceptual framework for this explanatory case study as it was not
evaluating the office but instead explaining the office’s operations and experiences.

Significance of the Study
The goal of this study was to explain how having designated veteran services offices on
university campuses can be a positive solution of the career readiness and transitional support
needed to address the civilian employment challenges veterans may experience after college
graduation. This study connected the research regarding the struggles veterans can face during
their transition into higher education as well as the civilian workforce transition. This study
added to the gap in qualitative research available that identified positive solutions and successful
practices to overcome these issues. Since many veterans enrolled in college to obtain the
academic degree and training required for employment prospects in new civilian careers, it was
valuable to learn how a university campus can provide support to serve and prepare student
veterans for success during and beyond college (Cook & Kim, 2009). By studying a veteran
services office at a nationally recognized veteran-friendly campus, this case study was significant
as it could inform other postsecondary administrators of possibly transferrable effective policies
and practices. Before rolling out additional veteran-specific initiatives on a larger scale
throughout American college campuses, it is critical to collect data from higher education
institutions to learn what is currently working well based on the perspectives from the veterans
themselves. Specifically, collecting this qualitative data allowed for a better understanding of
veterans’ current student experiences and the influence of existing veteran support services to
prevent inefficient use of future resources and funding (Sponsler et al., 2013). Anderson and
Goodman (2014) recommended that services be available to support veterans who report
10

readjustment difficulties related to their mental and physical health, interpersonal relationships,
and career readiness. The results of this study highlighted the impact the designated office has
had in supporting veteran college students in all these areas but especially the civilian career
readiness required to prepare for employment upon completing college. Examples of career
readiness initiatives can include identifying career interests and goals, participating in mock
interviews, job shadowing, resume writing, learning how to interact and communicate
professionally, networking, and internship opportunities. This research can be the rationale for
why the quality and quantity of designated veteran support offices offering career readiness and
transition strategies should be improved to be consistently available on all university campuses
throughout the nation.

Researcher’s Positionality
Although I am not a veteran myself, I have a lot of admiration and appreciation for the
veterans in my family and throughout the nation. I feel that since veterans sacrifice so much to
protect our country, they deserve to have a lot of resources, services, and support available to
them and their families especially related to their education and careers. My interest in focusing
on the student veteran population for this research study also stems from my professional
background. Previously as an admissions representative and academic advisor for private forprofit institutions, I regrettably witnessed how these schools took advantage of and misguided
veterans trying to obtain the postsecondary education required for their civilian careers. Veterans
were unfortunately often coaxed to enroll into the most expensive academic programs so that the
institution could drain as much of the Post 9/11 GI Bill funds towards company sales goals
instead of the veterans’ civilian career goals. These negative experiences inspired me to pursue
11

graduate school to advocate for nontraditional students like veterans. Through my academic
focus of career and workforce education, I have developed a passion for career readiness,
development, and transition and I want to make my own career of supporting the successful
career and educational transitional experiences of veterans.

Definition of Key Terms
Civilian Career: Employment for an individual who formerly was serving active duty within any
of the military branches of the United States Armed Forces and is now currently classified as a
civilian (Dortch, 2017).

Office of Veteran Services: An office on a college campus dedicated to serving the specific needs
of military veterans, eligible dependents, active-duty service members, and members of the
selected reserves to be successful during their time enrolled to graduation and beyond
(Ackerman et al., 2009).

Schlossberg 1981 Transition Theory- 4Ss Model for Human Adaptation to Transitions:
Self: The previous experience, attitude, strengths, and weaknesses that the individual possesses
who is experiencing the transition (Schlossberg, 1981).

Situation: The environment and/or details at a specific time that determines how the individual
perceives the transition (Schlossberg, 1981).
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Strategies: Responses in terms of perspective and behaviors to help the individual cope, change,
reframe or reduce the stress of the transition situation (Schlossberg, 1981)

Support: Social guidance/assistance available for the individual experiencing the transition
including intimate relationships, family, friends, colleagues, networks, organizations,
communities, etc. (Schlossberg, 1981).

Transition: “An event or non-event, which results in a change in assumptions about oneself and
the world and thus requires a corresponding change in one's behavior and relationships”
(Schlossberg, 1981, p.5).

Veteran: A person who served in the U.S. Armed Forces through the active military, naval, or air
service, including the Reserves or National Guard who was discharged or released under
conditions other than dishonorable. Five of the nine participants are veterans with a Post 9/11
distinction which refers to individuals who served after the American attacks on September 11th,
2001 for the U.S. combat operations also referred to as the War on Terrorism, Gulf War Era II,
and Operation Enduring Freedom (Dortch, 2017).

13

CHAPTER TWO:
LITERATURE REVIEW

For this chapter, I included the results of the literature review I conducted to investigate
what was already known about the veteran experience when transitioning into civilian careers
and how the specific career-related needs and challenges motivated many to enroll into
postsecondary education institutions. It was important to also understand the history of student
veterans in higher education, what was known about their transition into college as well as learn
what were any recommended services and resources higher education institutions could offer to
support them to be successful during college and beyond. Keywords such as: ‘veteran college
student experience’, ‘veterans in higher education’, ‘veteran-friendly campus’, ‘non-traditional
student populations’, ‘non-academic student support services’, ‘veteran services office’,
‘university career services’, ‘transitioning to civilian careers’, ‘veteran civilian employment’, and
‘career readiness’ were searched through ERIC, ProQuest, and Google Scholar through the
University of South Florida Library System database. I created an excel spreadsheet to organize
nearly 100 sources to comb through to have a comprehensive background of the literature to
reference throughout this manuscript. I analyzed peer-reviewed research published in journal
articles and books that included relevant data from 1981 throughout 2017. Majority of the
sources were from the 2010s to ensure current data regarding post 9/11 veterans could still be
applicable present day. By reviewing the current literature, gaps were identified and
recommendations for future research were made that reiterated the need for this case study.
14

Veterans Transitioning into the Civilian Workforce
By the year 2020, more than five million post 9/11 veterans were expected to transition
back into the civilian workforce and communities across America (American Council on
Education, 2015; Stern, 2017). Researchers from the Pew Research Center conducted a
comprehensive study in 2011 that revealed 51% of the 1,853 post 9/11 veterans sampled reported
their adjustment to civilian life was difficult (Anderson & Goodman, 2014; Morin, 2011). For
veterans, leaving the steady income, hierarchical order, built-in social network, resources, and
support of the military made the adjustment to civilian life challenging (Anderson & Goodman,
2014; McCaslin et al., 2013). Reentry to civilian life was even harder for combat veterans who
have had traumatic wartime experiences and/or knew of someone injured or killed (Morin,
2011).
Findings from research studies demonstrated that a critical component of veterans’
successful reintegration into society as a civilian included establishing and participating in
independent employment; yet almost half of post 9/11 veterans said that their biggest challenge
was finding a job (Cohen et al., 2013; Kukla et al., 2015; Miles, 2014; Sayer et al., 2014). The
literature indicated that veterans’ transition into civilian employment included the impact mental
health problems stemming from military service had on work entry, retention, and productivity
(Anderson & Mitchell, 1992; Burnett-Zeigler et al., 2011; Cowell et al., 1994; Savoca &
Rosenheck, 2000). Veterans who had a psychiatric disorder, such as dealing with depression
and/or Post Traumatic Stress Disorder (PTSD), had experienced significant negative effects on
hourly wages. Findings showed the probability of unemployment to increase as PTSD symptoms
increase (Savoca & Rosenheck, 2000; Smith et al., 2005). Mental health challenges and
traumatic war experiences correlated to veterans experiencing suicidal thoughts, participating in
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pathological gambling, having alcohol and drug abuse problems, and homelessness; which all
could be additional barriers to veterans establishing civilian employment (Bullock et al., 2009;
Duggan & Jurgens, 2007). Due to the stigmas around a mental/psychological health diagnosis,
civilian employers often had misconceptions regarding veterans’ abilities possessing workrelated skills and completing certain technical tasks (Ainspan, 2011; Bullock et al., 2009).
Veterans with physical disabilities were at a higher risk for unemployment (Gerber et al.,
2016). Veterans could be relieved from active duty due to being medically discharged because of
physical illnesses, injuries, disabilities and medical conditions such as amputations, paralysis,
burns, extremity impairment, brain or spinal cord injury, vision or hearing loss, and nerve or
organ damage (U.S. Department of Defense, 2014; McGeary et al., 2007). Wounded veterans
were reluctant to seek diagnosis, treatment, and take advantage of specific benefits and resources
as they were less likely to identify as disabled especially to employers (Griffin & Stein, 2015).
According to a study by Hoge et al. (2004), Marine Corps and Army veterans discussed how
mental and physical disabilities may not be disclosed for fear that others would have less
confidence in them (59%), that they would be treated differently by leadership (63%), and that
they would be perceived as weak by others (65%). For those veterans who chose to receive
disability compensation benefits from the U.S. Department of Veteran Affairs, data reported that
many were hesitant to return to work in fear they would lose their benefits or fail at work
(Resnick & Allen, 2007). Possibly from basic training bootcamp, there was this emphasis of top
physical fitness within the military for service members to be strong, courageous, and resilient
warriors in premier shape (Lunasco et al., 2010; Sherman, 2005). Therefore, many disabled
veterans believed their physical disability to be a weakness or failure leading them to have a
reduced self-perception (Griffin & Stein, 2015).
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Regardless of whether a veteran employee formally discloses having a mental or physical
disability or not, many veterans are perceived or stereotyped for having one (Stone & Stone,
2015; Szelwach et al., 2011). Some American businesses offered perspectives in a 2012 Center
for a New American Security report about the reasons, perceived risks, disadvantages, and
challenges of hiring veterans (Stern, 2017). Over 80% of those companies did not hire veterans
based off two or more reasons and 60% identified negative perceptions and stereotypes as
barriers (Harrell & Berglass, 2012; Szelwach et al., 2011). Discipline and structure were reasons
to hire veterans for some companies, whereas others believed veterans to be less imaginative and
too rigid (Harrell & Berglass, 2012; Stern, 2017; Szelwach et al., 2011). Another study
conducted in 2014 by Castro et al., found that more than half of veterans perceived employers as
insensitive or seem not understanding of their needs and believed employers thought veterans
have inadequate skills to be successful in the civilian workforce. One third of those veterans
studied reported that employers thought veterans were dangerous and physically damaged,
whether they had an identified disability or not (Castro et al., 2014). These examples of negative
stigmas and stereotypes influenced the cultural divide between military and civilian life. This
divide tended to minimize civilian judgement of military skills, military service, and injuries and
disabilities resulting from active duty (Ostovary & Dapprich, 2011). This disconnect between
those who have served in the military and those who have not, has been described as veterans’
career identity conflict (Rausch, 2014; Smith & True, 2014). Identity was discussed as a social
construct with the military’s culture, values, and union being its own unique identity (Rausch,
2014). A possible conflict of civilian and military identities could arise when veterans were
attempting to reintegrate back into civilian society and the workforce. Rausch (2014)
recommended civilian career counselors and employment-related services for veterans to educate
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themselves on this unique military identity and experience to increase the likelihood of a
successful civilian workforce transition.
There were several assistance programs available to help veterans with the discussed
challenges. These programs were established to develop the career readiness knowledge and
skills veterans needed for securing civilian employment and reintegrating into civilian life.
Career readiness initiatives can include identifying career interests and goals, learning how to
interact and communicate professionally, participating in mock interviews, job shadowing,
resume writing, networking, and internship opportunities. These programs could be categorized
as general veterans’ programs, service-connected disability programs, and competitive grant
programs offering supplemental services (Collins et al., 2014). General veterans’ programs
include transition programs that assist veterans with exploring occupations aligned with their
military experience and career goals, searching, and applying for employment, and navigating
veteran benefits (Collins et al., 2014). Veteran benefits such as the Veterans Education
Assistance Act, better known as the GI Bill, were established to make education affordable,
encourage recruitment and retention in the military, reward military service, prevent
unemployment, and assist with veterans adjusting to civilian life (Collins et al., 2014). The
Transition Assistance Program (TAP) was established as a cooperative effort amongst the
Departments of Labor, Veteran Affairs, Education, Homeland Security and Defense, the Small
Business Administration, and the Office of Personnel Management to provide servicemembers
separating or retiring from the military with the information, training, and tools to prepare no
later than 365 days prior to transition into civilian life (U.S. Department of Labor, n.d.). The
TAP program is a cohesive outcome-based program that prepares servicemembers to pursue
higher education, find a public or private sector job, or start their own business as well as
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provides an overview of transition stress, personal finances, and VA benefits and services
resulting in a culminating Capstone event where commanders verify the individual meeting
career readiness standards and having a viable transition plan no later than 90 days before
leaving the military for civilian life (U.S. Department of Defense, n.d.). The Vocational
Rehabilitation and Employment program and the Disabled Veterans Outreach Program are
focused on supporting disabled veterans in overcoming employment challenges by finding
occupations aligned with their interests and physical abilities (Collins et al., 2014). There is even
funding and technical assistance available specifically for veterans who want to start their own
small business through the Small Business Administration (Collins et al., 2014). The Homeless
Veterans Reintegration Program is a competitive grant initiative that provides employment
services as well as supportive services such as transportation, mental health treatment, assistance
to find housing, and substance abuse counseling (Collins et al., 2014). Another competitive grant
program is the Veterans Upward Bound which helps for veterans preparing for a postsecondary
education program such as help with college admission applications and financial aid assistance
as well as tutoring (Collins et al., 2014). These were just some examples of the programs
available to support veterans reintegrate into the civilian workforce and society.
There were little data available on the effectiveness of the veteran employment assistance
programs and transition initiatives like those discussed (Ahern et al., 2015; Batka & Hall, 2016;
Hinojosa & Honojosa, 2011). Future research is needed to expand on the employment retention
rates and the lived experiences of employers and veterans with and without disabilities within the
civilian workforce (Batka & Hall, 2016). Additional studies focused on impact of peer programs
providing practical support as well as emotional and mental health support would also be
beneficial (Ahern et al., 2015; Hinojosa & Honojosa, 2011). This suggestion was made in hopes
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of informing, improving, and increasing the development of these initiatives and efforts through
research (Ahern et al., 2015; Hinojosa & Honojosa, 2011). Previous research conducted about
military to civilian career transition was presented under a critical lens of disfunction and
insufficiency (Bullock et al., 2009; Burnett-Zeigler et al., 2011; Hayne & Shepherd, 2011;
Horton et al., 2013). Topics tended to focus on civilian life challenges and barriers to
employment including mental health issues, service-related physical disabilities, substance
abuse, and homelessness (Bullock et al., 2009; Burnett-Zeigler et al., 2011; Hayne & Shepherd,
2011; Horton et al., 2013). There had been only a few studies dedicated to exploring the positive
factors associated with improving or predicting a successful transition to civilian employment
(Ahern et al., 2015; Bakta & Hall, 2016; Fink et al., 2014; Stern, 2017).
Stern (2017) conducted an exploratory literature review to propose three positive
solutions for better understanding and serving post 9/11 disabled veterans transitioning into the
civilian workforce. Stern’s 2017 review of literature included research reiterating how mental
health issues cause civilian employment barriers; stigmas and stereotypes of veterans found
within the workplace; career-related identity challenges; and disability related unemployment,
ratings, and benefits. Stern (2017) proposed to examine successful practices for this population
to change the research conversation to be more solution focused instead of emphasizing the
problems at hand. Recommendations for future research comprised of deconstructing the
veteran-civilian career identity conflict to better understand it, exploring the lived experiences of
disabled veterans, and learning more about civilian employers’ perspectives (Stern, 2017).
Ahern et al. (2015) conducted a qualitative study exploring the transition experiences of
post 9/11 veterans to comprehend the challenges navigated and the approaches to reconnection.
It was guided by the Homecoming Theory which emphasized the theme of alienation and the
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disconnection challenges that veterans face when returning home after some time away due to
active duty. Results from the study’s thematic analysis uncovered veterans feeling unsupported
from institutions, a disconnection from people, lack of structure, and a loss of purpose returning
home (Ahern et al., 2015). Veterans described negative experiences of community institutions
not being able flexible in translating military training and experience into certain civilian job
positions (Ahern et al., 2015). Ahern et al. (2015) findings also included successful practice
recommendations of fostering peer connections, building reconnections, and engaging family
and the broader community as a system of support. It was suggested that various interventions be
developed specifically for transitioning veterans that emphasized taking the time to understand
veterans. For example, a key resource was having an established veteran who had successfully
transitioned to serve as a peer mentor as for new veterans navigating the process of reintegrating
into civilian life (Ahern et al., 2015). More than half of the participants discussed how having a
veteran peer mentor assisted them with emotional support and practical help with civilian tasks
such as accessing veteran benefits (Ahern et al., 2015). Having a designated college veteran
coordinator who would check in and provide veteran students with guidance, was also identified
as helpful support (Ahern et al., 2015).
Career transitions can be challenging for anyone, but especially for the unique challenges
and needs of veterans. Additional literature showcasing what has been found as successful
practices for veterans’ career transition could give this specific population hope for overcoming
the known civilian employment challenges. Taking a solutions-based qualitative approach on
veteran career readiness and transition could provide insight for improving the variety of
programs, community centers, and university efforts dedicated to supporting veterans (Stern,
2017).
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Veterans in Higher Education
To re-enter the civilian workforce, many occupations have specific postsecondary
degree/diploma, certification, and/or workforce training requirements. Many veterans enroll in
higher education to meet these requirements to enhance their civilian job prospects and facilitate
their transition into civilian life by expanding their knowledge and skill sets (Cook & Kim,
2009). For this study, a veteran college student is defined as an individual who has served in the
United States Armed Forces, including the reserves and National Guard, and is currently
pursuing a postsecondary degree or professional certificate at a public or private college or
university (Dortch, 2017). The Post 9/11 distinction refers veterans who served after the
American attacks on September 11th, 2001 for the U.S. combat operations also referred to as the
War on Terrorism, Gulf War Era II, and Operation Enduring Freedom and were discharged or
released from such service under conditions other than dishonorable (Dortch, 2017). The U.S.
Department of Veteran Affairs (VA) has been providing financial benefits for veterans to pursue
higher education since 1944 after World War II (Dortch, 2017). The financial support through
the Veterans Educational Assistance Act was established and amended over time to make
education affordable and prevent unemployment (Collins et al., 2014). On June 30, 2008, the
Post 9/11 Veterans’ Educational Assistance Act of 2008 was enacted as the largest expansion
amendment of federal education benefits (Dortch, 2017). The Veterans Educational Assistance
Act of 2008 enables post 9/11 veterans that have served active duty for 90 days or more since
September 10, 2001 to be eligible for postsecondary educational funding (O’Herrin, 2011).
Through this act, veterans can pursue education programs for various postsecondary degrees,
certificates, licenses, and/or work and skill-based trainings (U.S. Department of Veterans Affairs,
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2017). Funding from this act can be applied towards tuition and fees, monthly housing, books,
and supplies (U.S. Department of Veterans Affairs, 2017).
Unfortunately, postsecondary academic outcomes of veteran students were often
excluded from national-level data (Cate et al., 2017). There was limited data available in terms of
an accurate number of post 9/11 veterans enrolled in postsecondary institutions, their academic
and career success rates, the factors influencing their success, and knowledge on how their career
success after college graduation can be enhanced by institutional practices (Sponsler et al.,
2013). This could be due to narrow inclusion criteria including errors in identifying student
veteran populations and poor data collection methods. In the past, this has made it difficult to
collect, analyze, and interpret up to date and accurate information regarding student veterans
(Cate et al., 2017). Therefore, the comprehensive National Veteran Education Success Tracker
(NVEST) project was developed to study the academic success of those student veterans
utilizing the Post 9/11 Veterans’ Educational Assistance Act of 2008 (Cate et al., 2017). More
commonly known as the Post 9/11 G.I. Bill, it was projected that this act funded 100,000 degrees
every year (Cate et al., 2017). According to the National Veteran Education Success Tracker
(NVEST) a little over 450,000 veterans had already used the Post 9/11 GI Bill to earn their
postsecondary degree or certificate by attending public or nonprofit schools (Cate et al., 2017).
Comparing the 2011-2012 academic year to the 2007-2008 academic year, veteran education
benefits increased to $11.7 billion from $4.6 billion (Baum et al., 2014). 1.1 million military
undergraduate students were enrolled in 2011-2012 academic year compared to the 914,000
enrolled between 2007-2008 (Cate et al., 2017). Results indicated that veteran students had a
higher postsecondary grade point average of 3.35 compared to the 2.94 of the national average
(Cate et al., 2017). 63% of student veterans reported that their college major was not at all like
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their military specialty (Cate et al., 2017). Popular academic majors for student veterans
included: business (27%); Science, Technology, Engineering, Mathematics (STEM) (14%); and
healthcare related (10%) (Cate et al., 2017). 51% of veterans reported having a disability and
80% of those students expressed that their disability caused them stress while enrolled (Cate et
al., 2017).
Attending college for the first time or after many years can be a major transition for
veterans (DiRamio et al., 2008). Veteran college students are considered a nontraditional specific
student population. They tend to be older, usually married and/or have children, and have a
mental health issue and/or service-related physical disability (O’Herrin, 2011). Some veterans
previously took some college courses either before or during their service and they usually have
a wealth of knowledge, skills, and characteristics from their wide range of experiences from
living abroad serving in combat and/or working on base (O’Herrin, 2011). Several veterans
expressed some of the challenges they faced when enrolling into college as: having to rediscover
their identity, becoming re-acclimated with academic coursework, attempting to blend in with
younger traditional college peers, and discovering how they will transition into their civilian
careers after graduation (Ackerman et al., 2009; DiRamio & Spires, 2009; Griffin & Gilbert,
2015; Runmann & Hamrick, 2010). Alienation can be caused by veteran college students having
courses with younger non-veteran classmates. This can sometimes lead to frustration due to a
lack of understanding, commonalities, maturity, motivation, appreciation, and support from their
collegiate peers (O’Herrin, 2011). Additionally, some veteran students discussed dealing with
service-related disabilities while coping with changes in their environment, relationships, role,
purpose, structured leadership, and responsibilities (Ackerman et al., 2009; DiRamio & Spires,
2009; Griffin & Gilbert, 2015; Runmann & Hamrick, 2010).
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Existing literature regarding veteran college students included improving mental health
and physical disability services, understanding the impact of the deployment cycle, and
addressing veteran students’ academic preparation and participation (American Council on
Education, 2011; Bonar & Domenici, 2011; Glasser et al., 2009; Mares & Rosencheck, 2004;
Schupp, 2009). Supplementary topics such as veteran students’ adjustment to campus life, the
process of translating military experience to academic credit, issues accessing veteran benefits,
and exploring assistance services on campus have also been studied (American Council on
Education, 2011; Bonar & Domenici, 2011; Glasser et al., 2009; Mares & Rosencheck, 2004;
Schupp, 2009). Ghosh and Fouad (2016) suggested future research should examine the military
to college transition, investigate how military culture translates to campus life, and compare the
similarities and differences of this specific group with the general student population. There had
not been enough evidence to comprehend the experiences of what postsecondary institutions
were doing in terms of providing structures, programs, and initiatives to support veterans as a
response to the studied challenges they faced as they enrolled in college (Griffin & Gilbert,
2015). Additional researchers also questioned if university staff and college campuses had
adequately established veteran services and resources to specifically address this population’s
needs (Burnett & Segoria, 2009; DiRamio & Spires, 2009; Rumann & Hamrick, 2010).

Strategies and Support for Veteran College Students
Beyond their specific needs as veterans, non-traditional adult students have complex
economic, social, and cultural factors influencing their educational attainment that must be
considered (Bergman et al., 2014). Many nontraditional adult students are balancing school with
the responsibilities of working, raising children, and/or participating in their local or church
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community (Bergman et al., 2014). Cultivating a supportive campus environment could play a
critical role in assisting non-traditional students’ ability to persist despite those factors (Berger,
2000). Postsecondary administrators that are responsive by offering designated services and
resources and cultivate a supportive campus environment can play a critical role in assisting nontraditional students’ ability to persist despite those factors (Berger, 2000; Bergman et al., 2014).
The Concept of Non-Academic Supports discusses four critical mechanisms that can keep
students enrolled: creating social relationships, clarifying aspirations and enhancing
commitment, developing college know-how, and making college life feasible (Karp, 2011).
These four elements can also cause college students to enjoy their time while attending their
postsecondary institution and motivate them for their career transitions after graduation (Karp,
2011). Non-academic campus supports and the strategies and social relationships they provide
were aligned with the 4 Ss Model for Human Adaptation to Transitions included in
Schlossberg’s Transition Theory (1981).
Non-academic campus supports include student affairs offices that offer career services
or have them as designated standalone offices. The purpose of career services in higher
education is to assist students in identifying, developing, implementing, and evaluating education
and career plans (National Association of Colleges and Employers, 2013). Students and
employers look to campus career services to be a hub of connectivity, while providing tailored
strategies, advice, and feedback based on customized information specific to their constituents’
needs (Dey & Cruzvergara, 2014). By offering specialized career development support, offices
that provided career services continued to gain more influence as an essential component of the
student experience. Career services can prepare students for career success after college
graduation by developing their career readiness knowledge and skills. As students can participate
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in the internships, mentorship, networking, experiential learning, and work-based learning
experiences offered by career services (Dey & Cruzvergara, 2014). Being under the umbrella of
student affairs, it is critical that supporting the needs and success for all students is considered
when delivering career services. However, as the existing literature shows, the career and student
success needs of veterans are unique compared to majority of the enrolled student body
population of a university (American Council on Education, 2011; Bonar & Domenici, 2011;
Ghosh & Fouad, 2016; Glasser et al., 2009; Griffin & Gilbert, 2015; Mares & Rosencheck, 2004;
Schupp, 2009).
With the expansion of financial educational benefits from the Post 9/11 GI Bill, there has
been an influx of student veteran enrollments in higher education institutions and training
programs (Cate et al., 2017). Therefore, more colleges and universities have initiated efforts to
be described as a ‘veteran-friendly campus’. Lokken et al., (2009) defined a ‘veteran-friendly
campus’ as “identifying and removing barriers for the educational goals of veterans, creating
smooth transitions from military life to college life, and providing information about available
benefits and services” (p.45). Although more than half of campuses had implemented veteranfriendly efforts by 2009, only 22 percent of those postsecondary institutions provided transition
assistance (Cook & Kim, 2009). Those campuses were missing additional key administrative and
veteran student support areas such as academic advising and tutoring, career planning, and/or
campus social events (Cook & Kim, 2009). Therefore, veteran students had acknowledged
feeling that their college did not support them or understand their needs (Cook & Kim, 2009;
Hermann et al., 2009). Having access to various forms of support through a welcoming ‘veteranfriendly’ campus, a helpful local community, and numerous federal resources could help student
veterans not feel so isolated, lost, and unrecognized (O’Herrin, 2011).
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An institutional point of contact or an entire office for veteran support had been
recommended by researchers to help student veterans navigate the college campus and various
departments (i.e. financial aid, admissions, course registration, career services) and learn about
ways to get involved in student life and local community (Ackerman et al., 2009). A designated
veteran services office on a college campus can exist as a single location where the
recommended support efforts and veteran-specific resources are housed in one location. This sort
of ‘one-stop shop’ can assist in streamlining communication and mitigating the culture shock of
a college campus (O’Herrin, 2011). The office can ensure veterans are properly introduced to the
institution and have a smooth transition to the college campus environment (O’Herrin, 2011).
(O’Herrin, 2011). Several universities also have designed veteran-specific learning communities
and cohort classes to enhance veteran success (O’Herrin, 2011). By gathering likeminded
individuals who are more likely to have similar academic and career goals, cohorts of veteran
students can better understand and support one another to persist through their degree (O’Herrin,
2011). Also, sharing previous military experiences allows them to develop friendships within
these cohorts to enhance their sense of belonging (O’Herrin, 2011). These initial friendships can
then make it easier for veteran to expand outwards for more social interactions in their other
classes, the overall campus, and their local community (O’Herrin, 2011). Student Veteran
Organizations (SVOs) were created to provide veterans with a sense of community with
familiarity, belonging, and safety amongst others that share similar issues, experiences, and
backgrounds (Lokken et al., 2009). SVOs can also improve student veterans college experience
and life balance by advocating for more veteran support on campus and by connecting each other
with local non-student veteran services (Lokken et al., 2009). Peer support is particularly valued
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by veterans as serving as a unit and relying on one another during combat has been incorporated
throughout their military training and culture (Burnett & Segoria, 2009).
Within higher education, the administration and campus leadership must be educated on
the unique needs and challenges this specific, nontraditional, diverse student population of
veteran colleges students (O’Herrin, 2011). More universities could be ‘veteran-friendly
campuses’ and improve veteran student success by offering some of the discussed customized
efforts recommended by Ackerman et al., (2009), Lokken et al. (2009), and O’herrin (2011).
Through this case study, I would like to learn how having an Office of Veteran Services as a
system of support could help veterans learn the knowledge, tools, and skills needed to transition
from a hopefully rewarding college experience into a fulfilling civilian career and life as implied
by the literature reviewed.

Schlossberg’s Transition Theory
The conceptual framework that guided the data collection and analysis of this proposed
research study was Schlossberg’s Transition Theory. The 4 Ss Model for Human Adaptation to
Transitions is included within Schlossberg’s Transition Theory to help understand the mystery of
change and how it affects individuals. This model provides the structure necessary to analyze a
transition by identifying the 4 Ss as self, support, situation, and strategies. The Self refers to the
previous experiences, attitudes, strengths, and weaknesses that the individual possesses who is
experiencing the transition (Schlossberg, 1981). The Situation is the environment and/or details
at a specific time that determines how the individual perceives the transition (Schlossberg, 1981).
The Strategies are the responses in terms of perspective and behaviors to help the individual
cope, change, reframe or reduce the stress of the transition situation (Schlossberg, 1981). The
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Support is the social guidance/assistance available for the individual experiencing the transition
including intimate relationships, family, friends, colleagues, networks, organizations,
communities, etc. (Schlossberg, 1981). This theory has been previously utilized to explore the
various transitions students face before, during, and after college (Evans et al., 2010) and was
applied to the specific student population of military veterans for this study. The 4 Ss Model for
Human Adaptation to Transitions helped me apply this theory by identifying and examining the
‘self’, ‘support’, ‘strategies’, and ‘situation’ involved in veteran college students preparing for
their anticipated transition into a civilian career after graduation.
Differences in academic college life compared to military culture can impact how veteran
students perceive their transition situation. A delay in receiving Post 9/11 G.I. Bill financial
benefits or overwhelming paperwork requirements can be examples of admissions challenges
that can cause stress to negatively influence veterans’ assessment of their situation upon their
initial transition enrolling into college (Griffin & Gilbert, 2015). Personal characteristics and
psychological resources are the self-related factors that influence the coping of transition related
challenges (Evans et al., 2010). Specifically, for those student veterans who have mental health
issues, physical disabilities, past traumatic combat experiences, or socialization difficulties;
research has suggested they have felt unsupported and misunderstood by their college campuses
(Cook & Kim, 2009; Griffin & Gilbert, 2015; Hermann et al., 2009).
Having a sense of community within a college campus is important. As support has been
documented as a key factor for veterans in transition to feel less isolated after leaving their
military unit (Anderson & Goodman, 2014; Yan, et al., 2012). Specifically, for student veterans,
Burnett and Segoria (2009) suggested college campuses offer an intra-institutional collaboration
of support through veteran student groups, mentoring programs, and trainings for faculty and
30

staff (Ackerman et al., 2009; Glasser et al., 2009; Griffin & Gilbert, 2015). These various options
for support can offer a wide range of strategies to assist individual veteran’s coping abilities and
behaviors to manage their transitions with additional resources, tools, and services (Evans et al.,
2010; Merriam & Caffarella, 1999). Schlossberg (2014) discussed the impact ‘mattering’ can
have on adapting to transitions. She defined it through a combination of feeling appreciated,
being paid attention to, having a sense of importance, having others depend on you, and being
prideful in what you do (Anderson & Goodman, 2014; Schlossberg, 2014). Analyzing the
perspectives of the veteran participants, can express how the students have felt in terms of
‘mattering’ on their college campus and what role the office has played in that.
Griffin and Gilbert’s 2015 study incorporated Schlossberg’s Transition Theory to explore
the transitional resources and support higher education institutions can offer veteran college
students to have a successful college experience. Griffin and Gilbert’s 2015 findings for
successful veteran-friendly campus support efforts included: establishing designated veteran
offices; having services and professionals that understand and meet the unique needs and issues
of veterans; and enforcing specific campus policies and procedures relating to veteran benefits,
information, and services (Griffin & Gilbert, 2015). The researchers discussed how having
veteran-specific groups and services on campus were critical to have more veteran representation
in the student body population (Griffin & Gilbert, 2015). These veteran-specific groups and
initiatives can improve the quality of relationships amongst peers, personnel, and student
veterans on campus (Griffin & Gilbert, 2015).
Griffin and Gilbert (2015) provided more insight on how higher education institutions
can strive to facilitate successful veteran college student transitions. The researchers also
emphasized the value of utilizing Schlossberg’s Transition Theory as a framework to better
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understand the experience of student veterans in transition. They pointed out how institutions
should acknowledge the fact that there are individual differences amongst the needs of support
and resources for veterans. Since these individuals can perceive and process transitions in
various ways, universities should invest in as many resources as possible. Having the support
options recommended can increase postsecondary institutions chances to better serve the unique
and diverse veteran college student population (Griffin & Gilbert, 2015). My study plans to take
Griffin and Gilbert’s research a step further by focusing on how having a designated veteran
services office on a university campus can serve as a system of transitional support. I used the 4
Ss Model for Human Adaptation to Transitions to identify and analyze the 4Ss involved in
student veterans preparing for their anticipated transition of entering the civilian workforce after
college graduation.

Chapter Summary
This literature review provided the additional context for exploring the existing barriers,
needs, preparation assistance available, and suggestions for future research related to veterans
transitioning into their civilian careers. Findings from research studies have demonstrated that a
critical component of veterans’ successful reintegration into society as a civilian includes
establishing and participating in independent employment; yet almost half of post 9/11 veterans
say that their biggest challenge is finding a job (Cohen et al., 2013; Kukla et al., 2015; Miles,
2014; Sayer et al., 2014). The literature regarding veterans’ transition into civilian employment
includes the impact mental health issues stemming from military service, such as dealing with
depression and/or Post Traumatic Stress Disorder (PTSD), can have on work entry, retention,
and productivity (Anderson & Mitchell, 1992; Burnett-Zeigler et al., 2011; Cowell et al., 2009;
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Dooley et al., 1994; Savoca & Rosenheck, 2000). Veterans with physical disabilities are at a
higher risk for unemployment (Gerber et al., 2016). Regardless of whether veteran employees
formally discloses that they have a mental or physical disability or not, many veterans are
perceived or stereotyped for having one (Stone & Stone, 2015; Szelwach et al., 2011). Although
there are great efforts of veteran employment assistance programs and transition initiatives
available across the nation to help veterans overcome these challenges, there is little data
available on the effectiveness of these programs (Ahern et al., 2015; Batka & Hall, 2016;
Hinojosa & Honojosa, 2011).
I was also able to comprehend the veteran college experience by learning about the
studied issues, needs, support services, and recommended resources dedicated to this specific
student population. To overcome the employment challenges discussed and meet the civilian
workforce requirements, many veterans utilize the financial benefits of the U.S. Department of
Veteran Affairs’ Veterans Educational Assistance Act to enroll into a higher education
institution. Veterans tend to be nontraditional students with their own unique and diverse needs
and challenges that can vary by gender, age, nationality, socio-cultural background, family
responsibilities, skills, knowledge, past education and employment, and lived experience within
the military (Anderson & Goodman, 2014). Research regarding veteran college students tends to
emphasize their assimilation to the college campus life, involvement in student affairs, and how
their mental and physical challenges impact their academic success (Ackerman et al., 2009;
Burnett & Segoria, 2009; Lokken et al., 2009; O’Herrin, 2011). Pursing a postsecondary degree
or certification for the first time or after many years of not being enrolled can also be a major
transition for veterans (DiRamio et al., 2008). The more veteran college students are clearly
made aware of points of contacts for campus resources, services, and support to assist with
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academic, career, and life; the less overwhelmed, alienated, and confused they will feel
(O’Herrin, 2011). University administration can customize their veteran-specific initiatives to
include appropriate career readiness experiences needed to overcome the discussed civilian
employment barriers they could face after college graduation (Ackerman et al., 2009; Glasser et
al., 2009; Griffin & Gilbert, 2015). Burnett and Segoria (2009) suggested offering an intrainstitutional collaboration of support through student veteran groups, mentoring programs, and
trainings for faculty and staff for college campuses. Having a designated veteran services office
on a university campus came up consistently within the existing research as a recommendation
for enhancing the veteran college student experience (Ackerman et al., 2009; Griffin & Gilbert,
2015; O’Herrin, 2011). An Office of Veteran Services could help veterans with career readiness
opportunities like mentorship, networking, internships, and assistance in translating the specific
skills they have that make them an asset to the civilian workforce (Batka & Hall, 2016).
The gaps identified in this literature review reiterated the need for my research to
discover how university campuses could offer veteran-specific services and civilian career
readiness resources to veteran college students to prepare them to overcome the discussed
transition challenges they may face. My study added to the limited data currently available by
highlighting how a veteran services office operates and can serve as a system of support and
solutions for this specific student population. By incorporating the 4 Ss Model for Human
Adaptation to Transitions of Schlossberg’s Transition Theory as my conceptual framework, I
was able to identify and examine the ‘self’, ‘support’, ‘strategies’, and ‘situation’ from the
veteran participants sharing their perspectives. I explored how the office provided support and
strategies for the student veterans’ (self) preparation for their anticipated transition into the
civilian workforce after graduation (situation).
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CHAPTER THREE:
METHODOLOGY

The purpose of this explanatory case study was to learn how a designated veteran
services office on a university campus supports student veterans preparing to transition into the
civilian workforce after their college graduation. The goal of this research was to provide a better
understanding of the operations of this office and the offered career readiness services, transition
resources, and support strategies available for this specific student veteran population. In this
chapter, I explain the qualitative methods I chose for designing the study, the paradigm lens,
selected case and context, research participants, data collection, and the data analysis process.
This case study sought to address the following research questions:
1. What are the described needs and challenges of veteran college students preparing to
transition into the civilian workforce after graduation?
2. How does a designated veteran services office on a university campus operate to
support and prepare their student veterans for success in and beyond college?
3. What has been the experience of student veterans utilizing the Office of Veteran
Services for civilian career readiness strategies and transition support?

Research Design
Thomas (2016) defined a case study as an “analysis of persons, events, decisions,
periods, projects, policies, institutions, or other systems which are studied holistically by one or
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more methods” (p. 23). Case studies generate thick descriptions of holistic, complex, and unique
lived experiences that are bounded by a specific purpose and include an in-depth analysis of
multiple sources of data and methods (Stake, 1995; Thomas, 2016). Case studies are valuable
because they can contribute to the refinement of theory, highlight issues that warrant rich
exploration, and while they do not aim to be generalizable- they can often be transferable (Stake,
1995). The findings of an instrumental case studies go beyond simply adding to the existing
literature, they can serve as a tool to gain a deeper understanding (Thomas, 2016). This study is
classified as an instrumental case study because it provides a deeper understanding of the
identified best practices for veterans’ career readiness and transition that could possibly be
replicated at other universities. Additionally, it is reasoning for implementing designated veteran
service offices at all postsecondary campuses to improve the veteran college experience and
enhance a successful civilian career transition after college. For that to happen, this case study
had the purpose of having an explanatory approach aiming to explain my understanding of the
studied operations, practices, challenges, successes, and experiences related to this Office of
Veteran Services. I intended to do so by collecting detailed testimonies and conducting
observations of participants who work within and utilize the office’s services. Schwandt and
Gates (2017) described how explanatory case studies can look for common features among
instances of phenomenon to develop an explanation through analytical induction to have the
unique capability to uncover relationships. This study had the goal of explaining if and how the
office’s offered support and strategies positively prepared veterans’ civilian career readiness and
anticipated transition. Therefore, an explanatory instrumental case study was the appropriate
methodological choice to produce an extensive description of the office’s operations,
interactions, and outcomes.
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To conduct the case study, I utilized qualitative research approaches for data collection
and analyses including semi-structured interviews, observations, and thematic coding
analysis. Creswell (2013) emphasized how qualitative methods are an appropriate research
approach when attempting to “explore and understand the meaning individuals or groups ascribe
to a social or human problem” (p.4). Therefore, qualitative research methods were chosen due to
my interest in exploring the phenomenon of the operations of this office established for a specific
student population and the experience of veterans utilizing it as a means of preparation for
successful civilian career readiness and transition. The interviews and observations served as the
data sources for the responses to the above research questions. The data collection procedures
(i.e. construction of interview questions) and the thematic coding data analysis process were
guided by a constructivist paradigm and Schlossberg’s Transition Theory (1981) as the
conceptual framework. Further, this study contributed to the application of a theory by
implementing the 4Ss Model of Human Adaptation to Transitions of Schlossberg’s Transition
Theory as the conceptual framework to expand the results of Griffin and Gilbert’s 2015 study.
The results of this case study provided an understanding of how the support and strategies
delivered by veteran services offices on university campuses influence veteran college students’
civilian career readiness and transition. Based on the findings, this case study concludes with
considerations for deeper exploration for future research and recommendations for transferable
practices other universities can implement on their campus.

Research Paradigm
This research was guided by a constructivist philosophical paradigm to better understand
the impact that supports and service strategies (two of the conceptual framework’s 4Ss) of this
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designated office have had. An additional aim was to learn how individual veterans have made
meanings of their higher education and career readiness transition experiences. A constructivist
study has the inquiry aim of understanding (Guba & Lincoln, 1982). The beliefs associated with
this paradigm suggests that all knowledge is subjective as each person constructs meaning and
truth of the world they experience (Denzin & Lincoln, 2013). Therefore, while I acknowledged
that my prior experiences and subjectivity had an influence on my interpretations of this work,
within the constructivist paradigm, this was considered a strength in helping me understand the
context of my participants’ experiences (Denzin & Lincoln, 2013). In this context, I was able to
comprehend a variety of meanings, truths, and experiences by having multiple perspectives from
different participants. For constructivists, it is not just in the individual mind where knowledge,
emotion, mortality, and reason reside; but within relationships as its epistemology values cocreated findings (Gergen, 2011; Guba & Lincoln, 1982). I wanted to discover what individual
meanings the veterans created through the social interactions with office staff and student peers
as well as their experience using the provided resources, services, and events. Hence,
constructivism aligns with my belief that there is no single reality or truth. Therefore, it was an
appropriate lens for uncovering how individual realities are constructed, managed, influenced,
and sustained.

Case Selection and Context
According to Thomas (2016), “the case that is the subject of the inquiry will illuminate
and explicate some analytical theme, or object” (p. 23). The selected case was the Office of
Veteran Services at a large university located in the southeastern United States under the
pseudonym ‘Sunshine State University’ (SSU). There were nearly 50,000 total undergraduates
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and graduate students enrolled and over 180 different academic programs to choose from. The
student population was comprised of approximately 57% female and 43% male students; 71%
were full-time status with racial demographics made up of about 54% White; 10% African
American; 20% Hispanic; 7% Asian; less than 1% American Indian, Native Hawaiian or Other
Pacific Islander; 4% being two or more races; and 4% not reported races. Community on campus
was emphasized as the administration put forth various efforts to support all students especially
those with specific needs and challenges such as international students, students with disabilities,
transfer students, and non-traditional students. Military veterans usually fall under multiple
categories of student sub-populations due to many having a mental and/or physical disability,
having some college credits transferring from another school, and being older with additional life
circumstances different from the traditional college students. Sunshine State University was
considered an appealing choice for college enrollment to military veterans because of its
resources and services dedicated to veterans on campus as well as its proximity to off-campus
facilities. The location of the university campus was ideal for student veterans as it was across
the street from the city’s Veterans’ Hospital and less than 8 miles away from the city’s Veteran
Center which provides readjustment counseling, educational and employment resources.
Established on the SSU campus in 2010, the Office of Veteran Services was to serve as a
‘one-stop shop’ of specialized programs and resources for veterans and their dependents. In this
designated office, there were ten full-time employees with roles such as the Director, Associate
Director, Operations Manager, Academic Coordinator, Career Coordinator, Admissions
Coordinator, Administrative Specialist, VA Counselor, and two Certifying Officials. They also
had the help of about 30 part-time employees made up of veterans and dependents students
through the VA work-study program. The designated office staff assisted over 2,000 student
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veterans with admissions, VA benefits, graduation, employment opportunities, and more through
appointments for one-on-one meetings with their staff, walk-ins, and email communications. The
office’s vision was “to empower student veterans to achieve their definition of success beyond
service” (Mission & Vision, 2020). The office’s mission was to “provide a seamless transition
for our nation’s veterans from military life, through campus life into a meaningful career by
providing high quality services and opportunities for academic success, personal growth, and
professional development” (Mission & Vision, 2020).
Before veterans even enroll as students of the university, they can take advantage of the
office’s Veterans Admissions Pathways program that was established to help alleviate the stress
and confusion of navigating the process and paperwork of requesting to use the VA benefits they
are eligible for when applying to a large university. Then once enrolled, the office staff hosts a
mandatory veteran-only breakaway session during the university’s orientation so they can really
introduce themselves and provide a detailed overview of all the veteran-specific resources and
events that are available for student veterans. Examples of services, programs, and support
offered through the Office of Veteran Services at the Sunshine State University included: veteran
admissions and scholarship information, orientation veteran break-off session, veteran to veteran
peer student tutoring, academic advising, an academic enhancement program, veteran-only
Veteran Success and Veteran Job Search courses, veteran family BBQs, veteran recognition
sporting events, mental health counseling referrals, student veteran organizations, explanations
of VA benefits paperwork, and a devoted study lounge space with computers and conference
room. The office emphasized delivering experiences for civilian career exploration, readiness,
and transition through their events for networking and job fairs; the Veteran Job Search course
topics related to civilian resume assistance, interviewing skills, understanding corporate America
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company culture, and applying for jobs; and the Industry Recon Program which encompasses
mentoring, networking, internships, and job shadowing. The efforts of SSU’s Office of Veteran
Services had been nationally recognized consecutively for the past nine years as a “Best Colleges
for Veterans” by College Choice, a "Top College for Vets" by Military Times and U.S. News &
World Report organizations and was named one of “America's Top Veteran-Friendly Schools”
by GI Jobs Magazine and Military Advanced Education Magazine. This university was also
selected for its innovative veteran-specific support services and community for military families
as one of only fifteen Tillman Partnership Universities of the Pat Tillman Foundation in the
country. This office has been nationally recognized as exemplary, therefore, it is a good example
of what a university campus is doing well to serve this particular student population.

Research Participants
The analytical frame or object of this case study was the perspective of the participants.
The veterans and the office staff were the two groups of research participants selected based on
the following criteria. The first group’s criterion was to have post 9/11 veterans of diverse
backgrounds who have used the Office of Veteran Services for career preparation initiatives as
student participants. These factors were communicated by explicitly stating these requirements
during the recruitment process via flyers, emails, and in-person as well as on the demographic
questionnaire. Having the post 9/11 distinction of serving during the War on Terrorism, meant
they were eligible to take advantage of the expanded Post 9/11 Veterans’ Educational Assistance
Act of 2008 for their federal education benefits as discussed in the literature review (Dortch,
2017). I was also looking for a veteran student population that had various backgrounds in terms
of their demographics, military service, academic statuses, and civilian career goals to provide
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alternative viewpoints as desired. It was important for these veterans to be given the opportunity
to communicate for themselves what they felt that their needs and challenges were as a specific
population and share their individual experiences to fill the gap found within existing literature.
Since the scope of the study was related to career readiness and transition, it was essential to
have participants who could share about the impact using the career-related supports and
strategies towards the student veterans’ preparation for their transition to the civilian workforce.
In order to have a selection of post 9/11 veterans as student participants who have utilized the
office for career readiness, I targeted my recruitment of participants directly within the office
location and its career initiatives of the Veteran Job Search Class and the networking event.
Specific questions asked on the questionnaire and interviews identified their demographics as
well as what offerings the student veterans took advantage of, how often, why, and for them to
describe their experience using them. I wanted to share the perspectives of the student veterans to
showcase the meaning made through their encounters and interactions of the Office of Veteran
Services that was established to serve them. Additionally, there was an intent to also select post
9/11 veterans who have utilized the office and graduated from Sunshine State University within
the past five years as alumni participants. Including alumni would have served the aim of having
participants who had been working in their new careers after graduation, be able to reflect on the
impact the office had on their transition into the civilian workforce. The original research study
design aimed to have at least five currently enrolled student veteran participants and at least five
alumni veteran participants.
The second targeted group of participants were the office staff specifically selected based
on the criterion of being employed in career-related positions. I interviewed the Office Director,
the Career Coordinator, and the VA counselor. The Office Director was selected to provide
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insight on the office’s history, overall operations, and the career focused Veteran Job Search
course he also taught. Interviewing the Career Coordinator was crucial to learn all of the
elements related to career within the office such as mentoring partnerships within the local
business community and various career readiness and exploration opportunities for the students.
The VA Counselor explained the necessary background information and processes of the U.S.
Department of Veteran Affairs’ benefits and resources for education and careers. These three
staff members were also able to summarize an overview of the other roles and responsibilities
within the office. It was also relevant that two of these individuals were veterans themselves and
the other was a military dependent as they were all able to share stories on the importance of
being able to connect with their student veterans.
Additional considerations should also be mentioned in terms of selecting participants. For
the office staff, the non-career related positions (i.e. Operations Manager, Academic
Coordinator, Admissions Coordinator, Certifying Officials) were not within the scope of this
research study, therefore, it was deemed appropriate to exclude the other seven full-time staff
members and approximately 30 part-time workers as additional research participants. It should
be recognized that having that many staff members in one campus office dedicated to supporting
student veterans was rare when compared to other universities and each employee was vital for
the team effort towards carrying out the office’s operations successfully. For the veteran
students, none of the participants disclosed or appeared to have a physical disability but two
individuals mentioned having service-related mental health challenges. It should be noted for
other and future related research, that the literature spoke about additional issues and challenges
that student veterans with service-related physical disabilities could face that would impact their
college experience. Also, there was one current student veteran participant who was not qualified
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for the Post 9/11 GI Bill benefits and paid out of pocket to go back to school simply for his love
of learning. However, his student experience as an older distant learner not necessarily motivated
by his civilian career goals, provided a distinct alternative point of view worthy of making this
criterion exception.
Originally, I had planned to interview at least five current student veterans and five
alumni veterans as well as the three office staff members. Since saturation in homogenous
groups often occurs between 12 to 15 participants (Guest et al., 2006, Morse, 2000), I believed
having 13-15 participants was an appropriate amount. However, my study resulted in a total of
nine participants which was four less than the minimum desired total amount initially proposed.
My research concluded with five current student veterans scheduled to graduate within the year
2020, three career-related office staff members, and one alumnus veteran. I originally envisioned
the recruitment efforts described in the next section to yield a larger pool of diverse volunteer
veteran students and alumni to select from as participants (Teddlie & Yu, 2007). Unfortunately,
conducting my data collection during the spring 2020 semester ended up coinciding with the
Coronavirus pandemic that swept the world. The Office of Veteran Services like the rest of the
university, local community, and majority of the country was forced to shut down in March 2020
and adjust to a new normal of canceled plans and virtual operations. The physical closing of the
college campus made it very difficult for me to recruit additional current students to choose from
as well as the remaining at least four other alumni participants I would have liked for my study.
My phone and emails went unanswered as I believe many people, including veteran students and
alumni, were losing jobs, having to homeschool children, and had major concerns about the
health and safety of themselves and their loved ones. While I am very grateful for the nine
participants that I was able to interview, I am disappointed I was only able to have one of at least
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five alumni veteran perspectives represented as originally planned. However, great insight was
still provided through the thick descriptions of the human experiences of these nine different
individuals that are not intended to be representative as that is not the aim of case studies (Stake,
1995; Thomas, 2016).

Recruitment and Demographics
Early in the planning process of conducting this dissertation, I reached out to the Career
Coordinator via email to set up a meeting to discuss my interests in partnering with the Office of
Veteran Services to conduct my research study. Once the office and IRB approved continuing
forward with this study, I emailed the Career Coordinator to set up our individual interview and
confirmed it would be okay to do the same with the two other office staff members. I was given
permission to present a 10-minute overview at the beginning of the Veteran Job Search class
about my dissertation research study plans and requested volunteers to provide me with their
contact information via a signup sheet if they were interested in serving as participants. I was
also allowed to post physical recruitment flyers I created around the SSU campus especially
within the Office of Veteran Services. I forwarded via email the study recruitment information
for the Career Coordinator to post on the office’s listserv communication platform they have
amongst their student and alumni veterans. I also forwarded the study information to a fellow
PhD candidate who I knew teaches in a master’s program with several veteran students. Lastly, I
recruited in person at the networking event I attended and asked any of the students I spoke with
to spread the word amongst their veteran peers. I reached out via phone and email to all the
veterans who expressed interests via the class signup sheet, email communications, and whose
contact information I received from the networking event. Through email conversations, I
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confirmed the date, time, and location of each meeting and sent out electronic calendar reminders
before conducting the individual interviews.
For the nine individuals I was able to confirm for my study, I created the informed
consent form (Appendix E) that was approved by IRB and had all participants to read and sign it
before each interview. I encouraged them to ask any questions and received permission to audio
record and take notes of each interview. I also created a demographic questionnaire via
Microsoft Word (Appendix A) given only to the veteran students and alumnus participants prior
to each interview to identify the ‘self’ characteristic included in the 4 Ss Model of Human
Adaptation to Transitions to test Schlossberg’s theory. The information displayed in Table 2 is
divided by the participant groups of staff (Page 44) and veterans (Page 45) showcase a summary
of their demographics captured on the questionnaires filled out by the veterans and verbally
confirmed through the staff interviews.
Table 2A. Participant Demographics-Staff
Name

Role in
Office

Major Responsibilities of Position

Years
at
Office

Military
Affiliation

Race &
Gender

Adam

Office
Director

Developed and executes vision of office,
staffing, budgeting, office growth, and teaches
Job Search Class

10

Army 27
Years

White
Male

Michael

Career
Coordinator

Helps with veteran career transition,
connecting with local business professionals
for mentoring, helps with resumes, career
exploration, and Job Search Class

5

Air Force 21
Years

White
Male

Rebecca

VA
Counselor

Helps veterans and dependents understand and
access eligible education and career benefits
through the VA

10

Daughter of
Army
Veteran

White
Female
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Table 2B. Participant Demographics-Veterans
Name

Role

Militar
y
Branch

Military
Occupation
Specialty

Academic
Major &
Graduatio
n Date

Civilian
Career
Goal

Current
Job

Age &
Gende
r

Race

Family
Life

Krystal

Current
Bachelor
s
Student

Army
10
years

Logistics
and Human
Resources

Biomedica
l Sciences
BS Fall
2020

Plastic
Surgeon

Full
time
Student

30
Female

Black

Married
with 3
children
under 13

Nick

Current
Bachelor
s
Student

Navy 6
years

Whole
Technician

Marine
Biology
BS Fall
2020

Shark
Research

Full
time
Student

30
Male

Whit
e

Married

Carl

Current
Bachelor
s Student

Marine
Corps
20
years

Logistics

Psycholog
y BA
Spring
2020

Counselin
g for court
appointed
individual
s

Wareho
use
Manage
r (Full
time)

52
Male

Black

Married
with 4
adult
children

Jackson

Current
Masters
Student

Air
Force 4
years

Facilities
Manageme
nt and
Honor
Guard

Cyber
Intelligenc
e MS
Spring
2020

Finance
with the
Governme
nt

Process
improve
ment
(Full
time)

31
Male

Asian

Married

Frank

Current
Masters
Student

Navy 4
years

Air Traffic
Controller

Cyber
Security
MS Spring
2020

Adjunct
Faculty

Full
time
Student

62
Male

Whit
e

Not
confirme
d

Roger

Bachelor
s Alumni

Air
Force
10
years

Weapons
and
Education
Training
Manager

Business
Managem
ent BA
Fall 2018

Continue
to help
veterans
and grow
his current
role

Employ
ment
Speciali
st at a
nonprofi
t
organiza
tion

38
Male

Black

Married

Data Collection Process
To collect the data for this explanatory case study, I utilized the qualitative research
approaches of semi-structured interviews and observations. Protocol examples for data collection
procedures are included in the appendices at the end of this manuscript. Through semi-structured
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interviews, all participants shared their perspectives of utilizing and working at the office for me
to learn about the impact the office has had on them. By also conducting observations the
operations and experiences of the office that I would have heard about through the interviews,
came to life for me to see live in action enriching my comprehension. The Office of Veteran
Services located at the Sunshine State University was the selected case of this study and served
as the location in which majority of the data was collected. Data collection began upon the
approval of the proposal of this study by the Institutional Review Board of the University of
South Florida. Throughout January and April of 2020, five current veteran students, one alumnus
veteran, and three office staff members were interviewed. Observations of the Veteran Job
Search class, the Office of Veteran Services, the office’s study lounge, and the networking event
took place between January and March 2020. Documents were collected and pictures were also
taken during these interviews and observations for additional supporting evidence.

Interviews
I individually interviewed five current veteran students, one alumnus, and three office
staff members. Each one-on-one interview was scheduled to last between 45 to 60 minutes in
length. The shortest interview took 34 minutes, and the longest interview was 87 minutes, with
the average length of time amongst the nine total interviews being 49 minutes. I was given
permission by each individual to audio record the interviews via a purchased digital voice
recorder as well as allowed to take notes on my laptop during all of the interviews. The
interviews were semi-structured, allowing me to use my interview protocol document as a set list
of questions to ask but also having the flexibility to ask additional questions to follow up, probe
or clarify as needed (Thomas, 2016). By giving the participants the opportunity to answer open48

ended questions, it allowed them to describe topics and experiences in their own words and terms
(Roulston, 2010). The 4 Ss Model for Human Adaptation to Transitions of Schlossberg’s
Transition Theory was incorporated as the conceptual framework guiding the construction of the
questions to ask during the interviews. Interview questions were formulated to identify the
individual meanings made through experiences and the 4Ss of self, support, strategies, and
situation involved in the veteran college students’ using the office to help prepare for their
transition into a civilian career. Additionally, I wanted to know specifics such as how the
veterans discovered the office, what services they used and why, what resources they found most
helpful, what their perceived needs and challenges are, and how they believed the office has
prepared them for their civilian career readiness and transition. Similar questions were asked to
the alumnus but in more of a reflective manner with the goal of trying to align how the use of the
office as a past student supported their transition and success in their current role in the civilian
workforce. The interview questions for the office staff differed to focus on retrieving an
explanation regarding the overall office operations, roles and responsibilities, marketing
techniques, and descriptions of the office’s practices especially related to careers.
Setting. The three office staff member interviews took place in each of their individual
offices within the Office of Veteran Services. The Alumnus interview took place located about
40 minutes off-campus at his work, we met in conference room space. The interview with
student Nick took place in the graduate student lounge that is normally vacant, however, there
just so happened to be quite a few other students there, but the participant agreed he felt
comfortable speaking to me in the corner of the room. Learning from that incident, I found a
quieter option to interview student Krystal by reserving a private study room in the campus
library. Student Carl was interviewed in an empty classroom adjacent to his upcoming class as he
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had a limited time window and I confirmed beforehand there would be no class in that location
that evening. Due to the Coronavirus pandemic, I had to adjust interviewing my last two current
student veteran participants Jackson and Frank. I hosted their individual interviews virtually via
video conferencing applications Zoom and Skype. Prior to these two scheduled virtual
interviews, the demographic questionnaires were emailed to be returned completed and the
informed consent forms to be signed electronically via the DocuSign application. Therefore, two
interviews took place virtually and seven interviews took place in person with six of those seven
taking place on the Sunshine State University campus.

Observations
I conducted observations of the Office of Veteran Services, the office’s study lounge, the
Veteran Job Search Class, and the office’s networking event. Each of the four observations lasted
between 60 to 120 minutes long. Observations are beneficial in learning how “roles play
themselves out by talking to people, watching, reading documents, keeping notes” and anything
else that allows me to comprehend the ins and outs of the office (Thomas, 2016, p. 198). I was
able to witness the how the office operates daily, the interactions within the study lounge space,
the dynamics of the class, and the execution of their main career readiness event. Being seated in
the back of the class, lounge, and office permitted me to be ‘a fly on the wall’ and look like
another student occupying space. I performed naturalistic observations perceiving people as
natural in a real-world environment as possible despite me being present as they did not know I
was a researcher (Johnson & Turner, 2003).
During those observations, I used my observation protocol to help guide my field notes
that I composed on my laptop. I made memos of details I witnessed, possible preliminary
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themes, and things to look for and/or ask in my next interview or observation. Emerson et al.,
(2011) elaborated on how field notes that are contemporaneously written can be an essential
resource for broader and more coherent analysis. Field notes can assist in capturing the details of
the everyday lives of others in the findings and the indigenous meanings and concerns of those
being studied (Emerson et al., 2011). The networking event was the only observation in which I
was not able to take field notes on my laptop but instead used my iPhone to make temporary
memos during the event using the Notes application. I also used my phone to create audio
recordings using the Voice Memos application documenting the reflection of my experience as
soon as I left the event. This was also the only observation in which I interacted with people as I
was intentionally speaking with student veterans to try to recruit them as participants. During
these observations, I also made sure to examine the visuals and documents within the physical
space such as photographs on the walls and bulletin boards with informative pamphlets and
flyers of services, resources, and events. I also took pictures of each setting and noticed how
these spaces were laid out, information was organized, and how the physical location was
decorated. These documents and visuals served as supplementary forms of context during the
observations to be interpreted to gain additional understanding, develop empirical knowledge,
and elicit meaning (Bowen, 2009; Corbin & Strauss, 2008).
Setting. I was able to observe the Office of Veteran Services located in an administrative
building on Sunshine State University’s campus by sitting in their lobby waiting area on a
Monday afternoon for one hour. I was able to observe the office’s study lounge by being directly
in the lounge itself which is adjacent to the office two hours late morning on a Thursday. The
two-hour long class observation took place with me sitting in the back of the class located in an
academic building on campus on a Tuesday evening. Lastly, the two-hour long networking event
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observation took place in the Alumni Center building on the SSU campus that has a designated
large event hall space that was reserved by the office. The visuals such as the décor and
documents in all those locations were observed and collected or photographed by me.

Data Analysis Procedure-Thematic Coding Analysis
After conducting the nine interviews and four observations, I analyzed the collected data
through thematic coding analysis. I began the process by uploading the audio recordings to be
transcribed through the speech to text transcription software, Otter.ai. I reviewed the written
transcripts to make corrections for any technicalities due to inaccurate dictation to ensure they
were verbatim to the original recordings. I read the interview transcripts in their entirety to have
a holistic comprehension of the participant’s experiences from their perspectives. For the
observations, I reflected on what I had written within my observation protocols and field notes
about what I witnessed happening in the office, lounge, class, and networking event. I made sure
to examine any photographs taken and documents received during these observations to verify if
what I had seen in person aligned with what the participants were telling me. Analyzing themes
across different forms of data evidence served the purpose of data source triangulation. Data
source triangulation can provide multiple perspectives while also increasing the validity and
dependability of my research (Carter et al., 2014).
The thematic coding analysis process was completed using the qualitative data analysis
software, Atlas.Ti. The analysis included me combing through line by line of the now
familiarized data from the interviews and observations to identify codes. I created codes using
the data itself through the inductive open coding process of selecting any quotes that
automatically stood out to me as noteworthy and words that were frequently mentioned as
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reoccurring texts that could be evidence representing emerging themes (Boyatzis, 1998). Miles et
al., (2014) spoke about how “coding is a deep reflection, deep analysis and interpretation of the
data’s meanings” (p.72). The created list of codes from the data were organized within a
codebook I created that is included in this manuscript as Appendix H. Next, I grouped related
codes based on relationships, similarities, and differences into categories to discover overarching
and supporting themes. According to Grbich (2013), this process is additionally beneficial as
“coding groups and labeling data makes it more manageable both for display and to provide
answers to the research questions” (p. 259). Axial coding helps the researcher make sense of
these initial codes to determine how the developed themes can relate or be distinguished from
other themes (Thomas, 2016). Using axial coding, I interpreted consistent similarities and
differences between the experiences and perspectives of the student and alumni veterans who use
the office, staff who work there, and my own notes from the observations of the Office of
Veteran Services as the final themes. I was able to define and articulate these themes as
responses to the guiding research questions that coordinated with the conceptual framework as
well as research paradigm. While analyzing the data I collected, I tried to identify potential
answers to my research questions, verify the meanings made based on the paradigm, and classify
the 4 Ss from the Model for Human Adaptation to Transitions within Schlossberg’s Transition
Theory. Conducting my thematic coding analysis through the paradigm lens of constructivism
aligned with my beliefs that reality is subjective, different for each individual and can be socially
influenced and culturally constructed. I wanted to discover the distinct meanings made for each
of the participants’ experiences of working and utilizing the office. The 4 Ss Model for Human
Adaptation to Transitions of Schlossberg’s Transition Theory was the lens for identifying what
support the campus veteran office provides and what strategies the veterans have taken
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advantage of to assist with their situation of preparing to or already have transitioned into a
civilian career coping as an individual (self) with unique characteristics of being a military
veteran.

Ethical Considerations
As the researcher of this study, I am acknowledging that my prior experiences and
subjectivity have an influence on my interpretations of this work. Within the constructivist
paradigm, because of the belief that all knowledge is subjective, this is a strength in helping me
understand the context of my participants’ experiences (Denzin & Lincoln, 2013). Throughout
composing this research study, I used Tracy’s (2010) “Eight ‘Big Tent’ Criteria” as a guideline. I
wanted to make sure I had a worthy topic; I wrote with rich rigor and sincerity; I identified a plan
for credibility, resonance, and significant contribution; as well as I followed ethical and
meaningful coherence throughout the research design (Tracy, 2010). These components are key
having a high-quality study that is interesting, impactful, and ethical.
Ethical guidelines from the University of South Florida Institutional Review Board (IRB)
as well as the American Psychological Association (APA) were taken into consideration for
designing this research study as well as interacting with all the participants, collecting, and
analyzing the data. While there were no identifiable risks for participating in this case study,
participants received an informed consent form to sign explaining the purpose of the study and
their role. They were reminded that they had the freedom to withdraw whenever they felt they
wanted or needed to. Ethical considerations for conducting the interviews include: establishing
rapport and getting to know the participants, debriefing the purpose and procedures of the
interview process, assuring confidentiality, eliminating any expressions or responses that elicit
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judgment to reduce a researcher’s biasing effect, and member-checking (Johnson & Turner,
2003). Giving the participants the opportunity review my interpretations and analysis of the data
they provided through member-checking can improve interpretive validity assuring that I as the
researcher have accurately portrayed and understood their meanings and views (Johnson &
Turner, 2003; Stake, 1995). The use of pseudonyms during data analysis ensures anonymity of
the participants sharing personal stories regarding their military, student, and work experiences
during the study. Confirmation that I completed the IRB training requirements to conduct
research with human subjects are included in Appendix F.
Some may view the fact that I am not a veteran myself, a limitation to this study.
Nevertheless, being an outsider allowed me to learn about the participants’ experiences without
implementing judgement based on my own military experience. During the data collection
process of the spring 2020 semester the Coronavirus pandemic caused the university to close
which restricted the recruitment process of additional participants. Therefore, this study only had
nine total participants instead of the original research design intention of having a sum of at least
13 participants including a total of five alumni veterans. However, as the researcher, I felt that
the single alumnus and other participants still provided enough insight to reach saturation.
Although the nature of the selected case could result in skewed results as the university has been
nationally recognized for its success in supporting veterans, an objective of this study was to
showcase positive and effective practices that could be solutions for other institution
administrators may learn from.

55

Chapter Summary
This case study utilized a qualitative method research design of collecting data from
conducting semi-structured interviews and observations. The paradigm lens of constructivism
aligned with my belief that reality is subjective, different for each individual and can be socially
influenced and culturally constructed. Schlossberg’s Transition Theory (1981) incorporates the 4
Ss Model for Human Adaptation to Transitions with situation, self, support, and strategies being
the critical elements that influence a person's ability to cope with a transition. The theory was
incorporated as the guiding conceptual framework for identifying these 4 S’s within data
collection and analysis. Using the data analysis processes of thematic coding analysis illuminated
the findings to answer the research questions. This research adds to existing literature by
uncovering details directly from participants about the needs and challenges veteran college
students face when transitioning into civilian careers; explaining how a designated veteran
services office operates and describing the career services, support, and resources offered; and
understanding the experience of veterans utilizing this office as a possible successful solution for
transition support. This case study can serve as the rationale for why the quality and quantity of
veteran services offices specifically offering civilian career readiness and transition strategies
should be increased to be consistently available on college campuses throughout the nation to
support all student veterans.
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CHAPTER FOUR
RESEARCH FINDINGS

The purpose of this explanatory case study was to learn how a designated veteran
services office on a university campus supports student veterans preparing to transition into the
civilian workforce after their college graduation. In this chapter, the themes I identified through
the thematic coding data analysis process of the data collected are described. The Office of
Veteran Services located at the Sunshine State University was the selected case of this study and
serves as the location in which majority of the data was collected. Throughout January and April
of 2020, five current veteran students, one alumnus veteran, and three office staff members were
interviewed. Observations of the veteran-only Job Search class, the Office of Veteran Services,
the office’s lounge, and the networking event took place between January and March 2020.
Direct quotes from the participant interviews sharing their thoughts, perspectives, and
experiences are showcased throughout the findings section to explain the identified themes. First,
to set the context for the findings, I produced participants' profiles to highlight the background
and roles of staff, and personal stories of student veterans and alumnus. The findings in response
to each research question are reported next.

Participant Profiles
It was important to include participants with a variety of perspectives and demographics,
as Schlossberg (1981) emphasized it is more than just the transition itself. Each transition has
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unique interactions of individual variables that are significant and can result in altering the
assumptions, roles, routines, and relationships of the person experiencing the transition
(Schlossberg, 1981). The individual’s age, race/ethnicity, state of health, sex, socioeconomic
status, psychosocial competence, and value orientation as well as if the individual has previously
experienced a similar transition are some of the attributes that serve as variables (Gordon &
Lavallee, 2012). For additional context, the following are the profiles of the participants whose
listed names and job titles appear as pseudonyms to keep their actual identities confidential.

“Staff Adam”
Adam had been the Director of the Office of Veteran Services since it was established in
January 2010. Retiring in 2008 as a Lieutenant Colonel, Adam had 27 years of leadership
experience in the Army. He had been responsible for growing the office over the past decade
through creating strategic plans, obtaining grant funding, advocating for university leadership
support, and hiring additional office staff for assistance. Therefore, he provided a wealth of
knowledge related to the history, timeline, and goals of the office. Adam also explained the
rationale behind why certain office plans and positions were developed over time to keep up with
the needs of the students, the changing federal legislation specific to veteran benefits, and the
evolving university initiatives. He also taught the Veteran Job Search evening class on once a
week throughout the spring academic semester.

“Staff Michael”
Office staff member Michael was the Career Coordinator hired in December 2015 and
had been my main contact within the office. He had 21 years of logistic experience in the Air
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Force. Michael had been responsible for providing student veterans with career readiness
experiences through the office to prepare for their upcoming transition from college to the
civilian workforce. He established the Industry Recon Program which included mentoring,
networking, employment/internships, and job shadowing opportunities for students. He had
contacts with local employers made through his memberships in numerous local chambers of
commerce and business organizations to connect student veterans with business professionals in
the fields they were interested in pursuing for career exploration and mentorship.

“Staff Rebecca”
Since August 2010, staff member Rebecca had been the VA Counselor at Sunshine State
University. Her role, established as the first of its kind through a partnership with the U.S.
Department of Veteran Affairs, was so successful that this position spread to become available at
other universities across the nation. She assisted veteran service members and their dependents
with identifying their education and career goals and accessing related eligible benefits. This
would incorporate vocational testing of interests and aptitudes as well as educational and career
planning for those who have not yet enrolled into the university. Rebecca also did referrals for
mental health or medical services and evaluations for service-connected disabilities for
vocational rehabilitation benefits. Rebecca came from a military family as a dependent of an
Army veteran.

“Student Krystal”
Krystal was a full-time biomedical science major who hoped to graduate with her
bachelors in December 2020 with a civilian career goal of becoming a plastic surgeon. From
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other schools, she already had a bachelor’s degree in psychology and was preparing to take her
certification exam after completing a cosmetology program. She discussed in detail how her
previous schools did not support her as a nontraditional veteran student with three children aged
2, 9, and 13 as she had negative experiences with her former teachers and when she tried to
receive service-related disability accommodations. When I spoke with her, she had only been
enrolled at Sunshine State University for three months but had already had a much more positive
experience compared to her previous postsecondary institutions. From SSU’s Office of Veteran
Services, she had obtained a free math tutor, attended a networking event, received resume
assistance, and was scheduled to meet about vocational rehabilitation benefits. She had 10 years
of experience in the Army in logistics and human resources. She provided insight on her
experience of being a woman of color in the military and how she was often bullied by other
female soldiers and offered bribes from male soldiers but had sergeants who mentored her to
overcome those challenges. She had difficulties adjusting to being a full-time mom after being
deployed and often away from her children when she separated from the military and moved to
Florida newly divorced. While she had help from her mother who lived nearby, she also had to
help her mother with her younger siblings. She had a lot of responsibilities on her plate but
hoped to make time to volunteer or be involved with a student organization and planned to enroll
in the Veteran Job Search class to continue to make the most of her student experience at this
university.

“Student Nick”
Nick was a full-time marine biology bachelor’s degree major scheduled to graduate
December 2020 with a civilian career goal of researching sharks. He decided to pursue his
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childhood passion when he returned to his home state of Florida after spending six years in the
Navy as a technician. Nick discussed his appreciation for having different services available to
address his needs and challenges as a non-traditional student. He described himself as being as
being older, married, having a mortgage, sensitive to large crowds and loud events,
military/civilian language differences, and mental health concerns. He had worked with the
office to try to figure out some VA issues he was having regarding his Post 9/11 GI Bill Benefits
and scheduling classes. While he said his specific field made it tough to have marine biologist
representatives at the job fair and networking events, he appreciated the practice to network with
others, prepare for interviews, and tailor his resume through being enrolled in both veteran-only
courses. While he also shared about his experience participating in the California Reboot
program for transitioning veterans, he said that he still found the veterans courses to be very
beneficial in clarifying additional benefits he previously did not know he was eligible for.

“Student Carl”
Carl was a 52-year-old psychology bachelor’s degree major set to graduate May 2020
with civilian career goal of being a court-appointed counselor. With 35 years of experience in
logistics, including the 20 years he was in the Marines Corps, he decided to go back to school
with the motivation and support from his four adult children and wife as they were pursuing their
own postsecondary education. He spoke about how his additional responsibilities of having a
family, working full time as a warehouse manager, and having a more structured work ethic due
to his military experience; gave him a very different college experience. Although he did not
have the time to be involved in extracurricular activities and enjoy campus events like traditional
students, he shared how he would try to still attend college sports games that took place on the
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weekends. Through the veteran classes, scheduled after work, he received a better understanding
of his benefits, had assistance with his resume and LinkedIn account, attended the networking
events, and even got more familiar with the university campus which was helpful when he first
transferred from the local community college. Before enrolling in school, he was an active
member of the Veterans of Foreign Wars Marine Corps League and Marine for Life Network as
organizations that provide resources, hosts social gatherings, organize networking events and
other forms of community support for Marines and their families transitioning into civilian life.
He shared a full-circle moment of how he met one of the representatives from the Marine for
Life Network organization at the OVS networking event and told them in-person how much he
appreciated the assistance they offered his family when they were first transitioning after he
retired.

“Student Jackson”
Jackson was a graduate student set to complete his Master of Science in cybersecurity
intelligence online program in May 2020 with civilian career aspirations of working in finance
within the federal government. He separated from the Air Force in 2019 after four years of
working in facility services management and the honor guard. When we spoke, he had just
relocated to Boston due to his wife getting a new job and he worked in process improvement.
Jackson was able to provide interesting insight regarding his prior position in user experience
through a major bank’s Military Pathways Program. He discussed how this program was set up
as a bootcamp for new veteran employees transitioning into the civilian workforce. As the bank
offered step-by-step guidance for choosing insurance benefits, managing personal finances,
training for Microsoft Office Suite, and even monthly individual check-ins and group sessions
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with licensed mental health counselors. As new employees in this program, the veterans traveled
to several company locations where other veterans in leadership positions would speak on a
panel about how to get promoted within the company. Jackson was able to use the Office of
Veteran Services for help with the process of accessing some of his benefits, he attended the
networking events, and received resume assistance through the veteran classes.

“Student Frank”
Frank was a full-time graduate student in the cybersecurity intelligence online program
scheduled to graduate in May 2020 with his Master of Science degree. As an older distant learner
aged 62, he provided a unique perspective as he completed his four years in the Navy in 1982 as
an Air Traffic Controller. After working for more than 25 years in the business world, the 2008
financial crisis forced him to work with the unemployment office for veterans. Because he
served decades before September 11th, 2001, he did not qualify for the Post 9/11 GI Bill and the
version of the GI Bill at the time he separated had requirements in which the benefits for
educational funding had to be used during a specific time frame. Therefore, Frank had to pay for
his undergraduate and master’s degree out of pocket. At the age of 56, he attended a smaller
local college in person full-time and even sat on their veteran student organization executive
board. He applied to SSU for graduate school on a whim to keep learning as he was enjoying
following his computer science interests. Since he lives hours away from the university campus,
he was unable to take advantage of many of the services, resources, or events offered through the
Office of Veteran Services. However, he spoke very highly of his electronic and phone
interactions with the office and appreciated the initiatives they had in place. Frank got emotional
when speaking of his disappointment that due to the Coronavirus outbreak, he would be having a
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virtual graduation instead of the traditional ceremony. He shared how his vision of walking
across the graduation stage motivated him to get through his difficult classes. Frank was still
proud of himself for completing his degree because he really went back to school for himself and
his love of learning, not necessarily for a career. Nevertheless, the only job he did apply for was
an adjunct computer science teaching position at his undergraduate school as he could see
himself teaching for pleasure once he was done.

“Alumnus Roger”
Roger graduated from SSU in 2018 with his Business Management Bachelor of Science
degree. He worked full-time at a large nonprofit organization as an employment specialist
responsible for providing employment resources and events to help members of the local
community achieve their career goals. He helped with services such as resume assistance, job
searching techniques, professional attire assistance, career preparation workshops, and
networking connections with local recruiters and employers. His work also offers communal
support and referrals for housing, transportation, clothes, food pantries, and addiction during
times of financial and/or life hardships. He joined the Air Force immediately after high school
and spent 10 years working with weapons and as an education training manager. Once he
separated from the military, he took advantage of his education benefits by obtaining four
Associate of Applied Science Degrees based on different interests. From the Air Force’s
community college, he concentrated on degrees in systems technology and science education
training and then completed general studies and science radiation therapy degrees through the
city’s local community college before enrolling at SSU for his Bachelors. While he had a hard
time transitioning to a large public university from the smaller community college, he was
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grateful for having an entire office dedicated to supporting student veterans. Roger took
advantage of the OVS’s academic assistance, Veteran Job Search class, and fun events like their
football tailgates and veteran appreciation celebrations with free food. As an Alumni, he had
supported the office by attending the networking event as an employer and had developed a
working relationship with the office. Through this partnership, Roger was coordinating serving
as a guest speaker for the Veteran Job Search Class and additional ways he could help through
his role at the nonprofit organization.

Needs and Challenges of Veteran College Students
Research Question One was concerned with the description of needs and challenges of
veteran college students preparing to transition into the civilian workforce after graduation. The
identified needs and challenges were categorized in coding groups of academic, benefits,
personal life, military experience, and civilian workforce. Needs and challenges that were
frequently mentioned and discussed in excess were determined as the themes to the first research
question. Student veterans described needing experience writing resumes and networking as well
as additional assistance to understand and access the VA benefits they are eligible for. Student
veterans also described the challenges of the differences between the military and civilian
language and mindset as well as having additional responsibilities outside of college.

Need for Experience Writing Resumes and Networking
All six of the veteran participants agreed that they needed training and practice writing
civilian resumes as well as networking. Since they found these two career readiness initiatives as
the most beneficial, they often spoke about them together. For example, Carl summarized how
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these two experiences were crucial for him in understanding what to do and preparing for getting
a job after graduation:
“I would think that's the most rewarding part is resume and networking…So especially
since I'm trying to transition to another career. Yeah, everything about the resume and the
networking is important just teaching how to network, how to talk how to, you know, talk
to people that you don't even know…I would say just confidence overall…Something
simple like, just transferring over the military language to civilian language and working
on your demeanor for when you talk to people when you don't talk to people, and stuff
like that.”
All the veteran participants shared similar accounts of how these specific career readiness
opportunities from the Office of Veteran Services, mainly provided through their Veteran Job
Search course, helped them with presenting themselves in a professional manner on paper and in
an in-person environment. The Veteran Job Search course was designed to be taken during the
final three semesters when student veterans were enrolled and provides extensive information
related to career readiness, job searching, and securing a meaningful civilian career. However,
when anyone is preparing to start a new career, the job application process usually starts with
creating a resume. The veteran participants, like many of their other peers, explained how they
did not have experience writing a traditional resume due to enlisting in the military right after
high school and not having civilian jobs. In the military, each branch has their own designations
based on skill sets, training, duties, assignments, rankings, and specialties for the military career
paths of their servicemembers. Many veterans have their military work experience, skills, and
achievements captured within a federal resume which is used to apply for jobs within local, state,
or national government agencies. Federal resumes are specifically structured, formatted, and
written very differently than a civilian resume traditionally used for applying to non-government
positions.
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All six of the veterans were enrolled in academic majors and had civilian career goals
that were different from their previous military work experience. Therefore, the veterans needed
to communicate how the skills and knowledge gained through their time in the military could
transfer over to the desired and unrelated civilian positions they would be applying for after
graduation. Alumni Roger described the importance of veterans receiving assistance with writing
their civilian resumes:
“So yeah, that resume, I think for military is the most challenging barrier to overcome,
because, you know, that's, that's the principle to all careers and jobs…The military
language and acronyms, super heavy in resumes and interviewing and transition just into
that civilian world…because there's a huge difference between a federal resume that most
military guys transition into to a civilian resume. I definitely learned that. And language
is more military…Now I did use the Career Services at one point…I did go see them and
now it's a disconnect because again there's not really military in there. They really don't
quite understand as far as like our resume goes. Transferring what we did military
civilian so it's a little more comfortable speaking with [staff] in the veterans office in that
regard, you know, just big relief.”
While Sunshine State University’s Career Services department offers traditional resume
assistance to all their students, Roger explained how there was a disconnect within that office
trying to help veterans due to them not being familiar with the military language. The Office of
Veteran Services specialized in the veteran-specific need for translating military language and
skills from a federal resume to a civilian resume. The translation comes in with having to remove
or decode military-specific abbreviations, titles, and even slang lingo. Doing so helps to clarify
the veterans’ past roles and responsibilities in the military in a way that a civilian employer who
is not familiar with the military terminology could comprehend. The OVS staff were able to aid
and give examples of how to translate military language because majority of them were veterans
themselves who could relate to having to do this for their own civilian career transitions. The
staff also understood that when writing civilian resumes, it was also tough for the veterans to
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write about themselves as individuals. Career Coordinator Michael broke down how their focus
had to change from always being a part of a team which can make this challenging:
“In corporate, you know, when you're transitioning out, it's all about me, and you got to
make it all about you. Why should they hire you? Why should they hire you? In the
military, it's all about I can't do anything without my team... And that's why I think you
see your veterans struggle with writing resumes, is they don't know how to write about
themselves. They don't know how to say, this is what I did. Because in the military, you
don't do that. It's never about you. It's about the guy and gal next to your left and to your
right, in front, behind you, or a team. So, I think that that is probably one of the biggest
issues...”
In addition to having to write about themselves on a civilian resume, student veterans
needed practice speaking about themselves professionally in person to civilians through
networking. Student Nick shared “I came out of the military and I was like, what’s networking? I
have to talk to people now?... Because consistently with civilians, [for] veterans it's kind of hard
to talk to them if you don't know what's okay to say and what's not okay to say.” Therefore,
teaching networking skills was a main topic covered in the Veteran Job Search class. Student
Jackson revealed how in class, they discussed understanding how to socialize with professionals
when networking can be similar to trying to meet someone when dating. Jackson appreciated the
practice of learning “how to break into the type of conversation because you don't just say, ‘man
does your company have a job?’…You have to ease into it and kind of introduce yourself. Like
when you are dating a person or just trying to try to be a friend type of thing in a professional
manner.”
The Office of Veteran Services responded to this need by establishing a networking event
offered exclusively for the student veterans enrolled in their classes during the fall and spring
academic semesters. For each networking event, Career Coordinator Michael invites
professionals from various business corporations from the connections he has through his
memberships within local chambers of commerce and business organizations. These are genuine
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potential employers who attend the event not only to help the student veterans practice the
networking skills they discussed in their classes, but to initiate the hiring process and set up
interviews for actual jobs upon graduation. Beforehand, the students must prepare for the event
by researching the list of attending local business companies and organizations. Afterwards, they
must complete a paper assignment reflecting on their required attendance at the event. Krystal
shared how her experience was participating in her first ever networking event through the OVS
class:
“So, when we went to the networking event. It was so many, like, they have like all my
options there. But I had to research previously before we came, so they gave us like a list
to say, okay, these are the people that's going to be there. So, you can do research to see
[how] can they help you…It's not more so like, okay, this person can give me this job,
but it's more so networking to see. Okay, so this person could know somebody else that
could get you into something that could potentially be what you're looking for. And I was
like, wow, I'm like that is just so like, mind blowing… So yeah, the networking event
really helped me to like, open my eyes and think like, wow, even like I said, even if it
doesn't have something to do exactly with the field, it could still give me some
information about options.”
Krystal explained how much she learned at the networking event about the behind the scenes
positions and departments at certain companies as well as additional civilian career options for
herself that she did not previously think about. For example, she met healthcare representatives
that depicted the process of her becoming a nurse specializing in plastic surgery as a quicker yet
equally fulfilling career option that she could do instead of encountering the years of additional
schooling of becoming a doctor of plastic surgery. She confirmed she was already taking the
steps to look more into this as a viable option.
When I observed the networking event, I got to see these encounters for myself. For easy
identification, the employers from various fields wore orange colored name tags with their name
and company information and student veterans had green ones with their names and academic
majors. The event hall was set up with a food buffet of appetizers and drink refreshments in the
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center and there were several cocktail tables organized around the room. The rotation of students
speaking with employers appeared to be organic. I overheard conversations about casual small
talk; employers explaining the company’s purpose, goals, and roles; veterans checking in with
one another about how many business cards they collected; and sharing their academic progress
and career goals with employers. All attendees were dressed in business casual attire, balanced
conversations with eating, and exchanged contact information for follow ups. My observations of
this event hosted by the Office of Veteran Services confirmed that this was a valuable
networking experience for all the employers and students in attendance.

Need for Assistance in Understanding and Accessing Eligible VA Benefits
Having a variety of education, career, wellness, and transition resources and services
available at higher education institutions and those specific to veteran students thanks to benefits
from the U.S. Department of Veteran Affairs was appreciated, but it also found to be
overwhelming. Confusion and frustration often arose for the students trying to learn how to go
through the process of completing paperwork and/or navigating electronic systems to identify
and obtain the benefits they were eligible for. Some examples of all that had to be understood
and navigated through are: accessing various postsecondary educational funding such as the Post
9/11 GI Bill and the Montgomery GI Bill, certifying the Clockwork paperwork each semester for
the use of the VA education benefits, filing forms such as the Out of State Fee Waiver or the 90
Day Tuition Deferment, requesting accommodation arrangements for military service-related
disabilities, and completing the requirements for the Vocational Rehabilitation and Employment
or Educational and Career Counseling benefits. Therefore, the student veterans needed assistance
in understanding and accessing eligible VA benefits. Rebecca, the VA Counselor, confirmed that
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whether online or in person for student veterans “the most common thing that they come in for is
to request their benefits. So that would be 100% everybody is doing that. If you're using an
education benefit, [which] everybody is, has to connect with this office to do that.”
Unfortunately, whether it was due to being overwhelmed with information or previous
miscommunications, all six of the veteran participants shared anecdotes of how they did not
know they were even eligible for certain benefits until they received help from SSU’s Office of
Veteran Services. All veterans alluded to having at least one negative experience with issues
and/or misunderstandings when trying to access their benefits due to the Department of Veteran
Affairs’ complicated processes and policies. The student veterans discussed previous experiences
of how the explanations of the available veteran-specific resources, services, and events were
very minimal and simply brushed over at other colleges. Krystal described how she learned more
in her three months enrolled at Sunshine State University than she had attending other
postsecondary schools to obtain her first two degrees:
“And I have an associate’s degree. I already have a bachelor's degree. So, this is my
second bachelor's degree. And here I am just learning all this information since I've been
here since January, in three months, three months, and I've been going to school for like
years. So that was one thing that really stood out. I was like, wow… Yeah, and it's like
just so much information that I didn't even know about… Yeah, so to actually go in and
they have like advisors and they sit there and they talk to you. I've never had that before.
And then I just learned about the Voc Rehab, I didn't know that you can have that Rehab
and then still have time left on your Post 9/11 GI Bill, because I get both options.”
Having a designated office provided the opportunity for veterans to have one-on-one
sessions with advisors who were not only informed about explaining and accessing eligible
benefits but who could take the time to get to know each individual student. The Office of
Veteran Services had ten full-time staff members and the assistance of 30 part-time workers all
devoted to supporting student veterans. Having this amount of dedicated staff was significant.
Student Jackson expressed how he was grateful to have the help from the office for his Post 9/11
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GI Bill benefits saying “I was so confused, like six months from you got out, I was very confused
with how the process of a Post 9/11… they guided me through it, they're able to very, very
efficient guided me through it.” The other students echoed this appreciation stating that how the
office staff really shows that they care by knowing students’ names and they feel that the
services and resources provided are customized to their specific needs.
To reach as many of the enrolled veterans as possible, the Office of Veteran Success
designed an exclusive course called Veteran Success offered once a week in the evenings of the
fall and spring semesters. This introductory course was meant to be taken during their first three
semesters enrolled to facilitate a smooth transition to campus life from the military. A main
component of this course was the detailed discussions regarding the veteran-specific benefits and
resources available through the university and the Department of Veteran Affairs. Initially, Nick
had misleading assumptions about the Vocational Rehabilitation program benefits, but he shared
how he received more clarity on eligibility:
“So these classes, particularly the veteran success they help explain benefits I don't even
know I had. So that's why…if there's a veteran going to school, they should take that
class. I didn't even think getting my masters was possible. But they talk to me. Yeah, you
can use your GI Bill and right when it's about to use up, do vocational rehab will get you
to your master's degree. And from there, you can take care of a PhD… like I didn't know
about Vocational Rehab and [they] explain that a lot better because I thought you had to,
like lose an arm to use that. We don't...”
Thanks to this course, Nick was able to receive vital information for his educational and career
planning. This course provided an overview, not only breaking down the VA benefits but
covered additional topics such as a synopsis introducing career exploration and preparation,
navigating the university campus and its various departments, explaining student services and
resources, identity engagement, civic engagement, financial literacy, and reviewing academic
success strategies and writing tips specifically for nontraditional students.
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Challenges of Additional Responsibilities Outside of College
Veterans are nontraditional older students who have other responsibilities in addition to
being a student. Whereas traditional 18-24-year-old students are known to enroll into college
directly out of high school and attend school full-time, they usually do not have a full-time job,
home mortgage, or children. Career Coordinator Michael confirmed this comparison when he
depicted the typical student veterans their office serves as:
“The veterans are older…the average age of our veteran is 34 years old…married, family
of two. So, they're their priorities are different. A lot of our veterans don't want to mess
around, you know, college is not a ‘let's go have fun’. College is ‘this is a means to an
end. I need a degree because I want to take care of my family. I want to move to this next
part of my career.’ So they like to have fun, but they, you know, the whole college
experience is different. They're very driven.”
The five current student veteran participants of this study matched this description as two of
them had multiple children, two were married, one was divorced, two worked full-time jobs, and
three had home mortgages. The additional responsibilities of having to prioritize their family or
work forced veterans to leave campus immediately after class, making it difficult to participate in
extracurricular activities and other campus experiences. Krystal expressed how she struggled to
balance being a full-time student and mom to her three school-aged children:
“And then I'm trying to learn how to do homework. So, then I learned, okay, so I'm gonna
do the homework when they're doing homework. That's easier... So these energy drinks
really come in handy for me. And then I tell my kids, I said, ‘okay, guys, I'm gonna try
not to do homework on the weekends’. But of course, you know, sometimes I have to, but
I cannot lie. It is hard. [But] it makes us so much easier that this school offers so much
help.”
While it was quiet the challenge to balance their extra obligations in addition to academics;
student veterans had the military mindset, work ethic, and experience working stressed under
pressure to help them persevere. Needing to provide for others besides themselves often served
as further motivation for these student veterans to be more focused on their schooling. They were
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determined to successfully and quickly complete their coursework to obtain their civilian career
after graduation many had the goal of better financial stability for their families.
However, since countless veterans enrolled as college students for the first time ever or
came back to college after a break, they had to discover how to be students again. Coming from
the military environment of being constantly told what to do and not encouraged to ask
questions, it was difficult for veterans to learn how to ask for help. This was especially true when
they were surrounded by younger traditional students who were more familiar and adaptable
with the academic demands being a in college. Whether they sought academic assistance or
ended up teaching themselves, the participants shared how they had to learn how to study, write
papers, submit assignments, and use certain computer software and other technologies. Specific
to being a veteran, they had to adjust to being around large groups on campus, sit in a certain seat
in the classroom so they can be fully aware of their surroundings, remain focused throughout a
long PowerPoint lecture, and remember it is okay to ask for help.
To supplement the resources the university had available for all students to use like the
academic writing center and a system to rent laptop and other equipment; the Office of Veteran
Services created particular initiatives to support their nontraditional student veterans. The
Veteran Success class had specialized nontraditional student topics such as academic success
strategies, writing for success, and personal accountability. The office also provided an academic
enhancement program to prevent and recover from academic probation; veteran-to-veteran peer
tutoring; academic advisors and coaches to help with course scheduling, changing and choosing
majors, note taking, study and test-taking strategies, and graduation plans; worksheets and online
videos; and an exclusive study lounge adjacent to the office where the veterans have access to
computers, printers, a conference room and a private space to get their schoolwork done.
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Having a designated veteran-only space was found to be significant to all the veteran
participants because on top of the previously mentioned obligations, many student veterans
experienced service-related mental and physical health challenges. Not only did this mean that
these students had additional accommodations and/or therapy while learning in their classrooms,
but it also impacted how they navigated the campus and their personal daily lives. Nick
described this challenge he and his peers faced:
“I think a big challenge is going to the mental health issue. Of course, some college
students may have to deal with that. I don't know if it's on the same level as some
veterans, but we have some people like living with missing limbs… And the biggest one
is a lot of us have things that we cannot cope with on a regular basis. Like a lot of a lot of
vets have PTSD, depression, anxiety, and sometimes it gets much like even hearing even
for me, it's like there are certain spots that I cannot go to an on campus, certainly during
certain times of days- too many people…Their lounge is giving people a quiet place to go
relax is definitely helpful because I stopped by there on my way from [the Student]
Center was loud and I started to lose it a little bit. So, having a nice place to go calm
down with people that know what's going on. Yeah, it's nice.”
Having the office as a safe space was valuable to the students who could use it and the adjacent
study lounge space to escape the busy and loud student center and library. In these spaces, they
can be around and understood by other veterans have had similar experiences, needs, and
challenges. Discussed were just some of the needs and challenges identified by the veterans that
make them a unique student population. The office staff related to their students due to many of
them being veterans or military dependents themselves and they regularly asked for feedback
directly surveying the students to identify what they wanted from the office. The Director had
taken a lot of these trends and issues into account over the past decade when he developed
strategic plans to grow the office staff and offerings, requested funding, and established
partnerships to provide additional services and resources to help the student veterans.
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Challenge Differentiating the Civilian and Military Mindset
Both the veteran and the staff participants consistently spoke of how there was a unique
mindset that separated the veterans from the traditional students and even the civilians in the
community and workforce. As stated earlier when speaking about federal versus civilian
resumes, the military even has its own language which includes certain terms, slang, jargon,
abbreviations, and even the higher use of curse words. Amongst veterans of different military
branches, there is still this mutual understanding of their distinct language due to their unique
shared experiences. Carl gave a specific example about how being understood within the Office
of Veteran Services environment allowed him to relax more “like I could say ‘I'm gonna go get
Chow’ and they know I'm gonna go eat. You know, everyone's [civilians] like, ‘chaw? What do
you mean chow?’ Yeah. So you don't have to worry about stuff like that when you go into the
veteran area”. Agreeing, other veteran participants conversed about considering the Office of
Veteran Services as a safe space because they felt understood by not only their peers but also the
office staff since majority of them were veterans or dependents themselves. Coordinator
Michael, an Airforce veteran himself, elaborated on their office’s recognition of their students’
distinct language:
“They speak a different language…there's a different lingo, there's a different way to
connect with them…So I think that's the biggest thing is just the comfort level, the
language barrier, we speak the same language. Someone comes in…air force or army or
whatever, I understand what they're saying. ‘Well, this was my MOS’… So if they go to
Career Services, they might not get that. Someone will look at him like I have no idea
what that is…. When we had the lounge…some of our vets would come in there and just
their language, you know, they're around other veterans…and it's like, Hey…you can't do
that when you get out to, you know, when you get out to the job, if you're in the break
room and you start cussing, it's not going to go well.”
Therefore, the students had to learn how to adjust or no longer use some of this military
terminology and curse words which was discussed as being a struggle shared amongst the
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participants. This challenge often stemmed from the differences in mindset between veterans and
civilians as students and even in the workplace. This mentality difference comes from what
makes veterans a unique student population- their military identity from their lived experiences.
These lived military experiences may include: being mentally and physically pushed to the limit
through bootcamp, following orders for years, risking their lives daily, being fired at or attacked,
witnessing war, constantly worrying the safety of their squad, leaving their loved ones behind,
uprooting their families from base to base, moving and traveling all over the world, being away
from home around unfamiliar cultures, working long hours, consistently being under pressure
and stress, leading others, mental and physical disabilities, and so much more involved with
fighting for the freedom of the American people. Director Adam clarified the military identity
crisis that often occurs for veterans as:
“You're talking about people that got out of high school and I spent six years in the
Marines. Well, that now became my identity, I'm a marine. And so now all of a sudden,
they take the uniform off, and now I'm not a marine. All those things that I did, those
deployments that I went on, you know, and all those, you know, living sometimes life
where, you know, everyday you don't know if you're going to come home, you know,
where things that you're fighting for are meaningful. You know, you're fighting to keep
your, you know, your buddies alive, that you want to come home together. Then you
come into a work environment like this where, you know, the things that people worry
about, mostly students worry about most is, you know, their Facebook profile. Or the fact
that, you know, they didn't get a date for the weekend. Well, it's so trivial. The problems
that most of these students and people have are so trivial compared to staying alive. And
keeping your, you know, your team alive. And going out on missions where, you know,
you're getting shot as we come into this environment, and it's like that transition. And
even if you're not dealing with any kind of PTS or traumatic brain injury, that transition
alone is like, why am I here? And so those are the things that they face in the transition
stress alone is just creating a new identity for yourself.”
Even with changing deployments, there is a certain structure, security, and familiarity within the
organization of the military that can hard to leave behind in addition to finding a new identity
and purpose when it is time to take off the uniform and go back to the now foreign civilian
world. The veterans leave the military with a changed perspective as they have a more focused,
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driven, direct, and structured mindset and work ethic. Student Carl was passionate about
explaining the difference in mentalities:
“So I think just getting used to the civilian life mentality as big, big difference…One is
that you're coming into the situation with a different mindset than the student… what
they think is high stress is not high stress, but it’s they understand the vagueness, better
than we do… there's more freedom as far as the subject of whatever, they give you a
subject, but what you write about and how you [do]. Your opinion, it counts in college.
Where in the military, your opinion is- you better tailor it right. Or it could be, you know,
construed wrong. And it will follow you…So it's a different challenge, you know,
especially for somebody like me. This 20 years of being just told what to do, and then
you want me to switch…The work ethic [difference] for civilian or nonmilitary person, is
a military person will work until the work is done. They [the civilian will] work until the
clock is done and then they carry it over the next day.”
While student veterans had to adjust their mentality to remember it is okay to ask for help
and ask questions; their military work ethic proved to be helpful for them handling the stress of
balancing their extra non-academic responsibilities while going to school. The nontraditional
student veterans often have additional responsibilities of having a family or even working full
time that cause them to leave campus immediately after class, making it difficult to participate in
extracurricular activities. The staff spoke about how their military experience made student
veterans more serious about successfully and efficiently completing their schooling. They often
view their postsecondary schooling very straightforward as how to get from point A of the
military to point B the civilian workforce. Staff Michael shared how the office surveyed their
student veterans about what to do with the space they had been using for a hangout lounge space.
He shared how the students responded saying “I don't need a lounge; I need to study space.
Because when I'm here, I want to study... It's my job… I'm not here to have fun. I'm here to go to
school…and get that degree.” Having that mentality of treating college like a job to just obtain
the degree needed to start a different career and often doing so at an older age causes the mindset
of not having time for the fun and games of typical campus life. The office had put forth efforts
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to help expedite this timeline and ensure a smooth ride. Director Adam continued his explanation
of how he envisioned his office to help their students with this transition saying:
“But that whole civilian military divide is something that, you know, is really felt on
campus. And by having our office we're able to bridge the gap…And we are that link and
helping them prepare for a bigger civilian military divide. I mean you think about people,
I always said it's hard to you know, you spent 20 years- you kind of put your life on hold,
you know, say you, let's say you did seven years, eight years in the military, your life is
kind of on hold on, you get out and you're starting over. Everybody else [already] has
their college degrees.”
The office recognized this divide and the military mindset that make their student
veterans have unique needs and challenges in comparison to traditional students and even
civilians in the community and workplace. Within today’s American society there tends to be
this pressure of meeting standards of an imaginary timeline that by a certain age people should
be a college graduate, married, have children, own a home, and be successful in their careers.
Majority of veterans were not able to reach these milestones in the traditional way or timeframe
due to serving in the military so by the time they are attempting to return to civilian life,
everyone else has already achieved those goals. However, these participants confirmed that the
Office of Veteran Services served a safe space with various supports and strategies that
understands and helps these student veterans start over and catch up to everyone else.

Operating with the End Goal in Mind: Student-Focused Support and Strategies
Research Question Two aimed to discover how the veteran services office operates to
support and prepare the student veterans for success in and beyond college. Therefore, inquiries
were made to ask the office staff to identify and explain the various services, resources, and
events as well as the rationale behind why they were established. The interview questions for the
veteran participants were asked to highlight which of these efforts were found to be most used
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and valuable from their perspectives and to learn about the meanings made from their
experiences utilizing them. To explore these initiatives for myself, I conducted observations of
the office, its adjoining study lounge, as well as the networking event and the Veteran Job Search
class for career readiness experiences. The two themes that surfaced were that the Office of
Veteran Services offerings were established in response to the needs of the student veterans and
that the office is operating with the end goal in mind of civilian career success.

Offerings Established in Response to the Needs of the Student Veterans
When collecting the data, the office offerings were confirmed as the support and
strategies of the 4Ss Model of Human Adaptation to Transitions from the conceptual framework
of Schlossberg’s Transition Theory. A summary of the Office of Veteran Services’ support and
strategies is reported in Table 3 organized in corresponding categories of academics, benefits,
veteran-only courses, career readiness, fun, and personal life. Through the analysis of the
interviews and observations, it was evident that it was not a coincidence that the categories of the
office offerings as organized in Table 3 matched the groups I coded of the needs and challenges
discussed in the first research question. The office established numerous initiatives as solution
options in response to the needs and challenges of their student veterans. This was made clear
when exploring the rationale behind why and how these offerings are executed and discovering
that there were multiple categories in response to the various needs and challenges.
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Table 3. Summary of Office of Veteran Services’ Offerings
Academics

Benefits

Veteran-Only Classes

Veteran
Admissions
Pathways
Program,
Orientation
break off
session

Partnership
with the U.S.
Department
of Veteran
Affairs

Veteran Success Course
Some topics:
campus resources, VA
benefits, financial
literacy, writing for
success, identify
development, career
exploration and
preparation

Vet-to-Vet
Peer Tutoring,
Academic
Counselors
and Coaches
Got Your Six
Veteran
Success
Network for
faculty and
staff training

Educational
Funding from
VA and
national
scholarships
Vocational
Rehabilitation
program,
Disability
services

Class details:
Usually taken within the
first three semesters
enrolled

Academic
Enhancement
Program

Veterans
Outreach
Expo

Individual and
group study
lounge with
computers and
printer

Explanations
& paperwork
assistance

Career
Readiness
Resumes,
Interview
assistance,
skills and
strengths
assessments,
job search
and
application
help
Networking
& Job fair
events

Fun
Veteran family
BBQ, Salute to
service baseball
and football
games and
tailgates

Personal
Life
Mental
health
counseling
referrals

Veteran’s Week
events and
Week of
Welcome events

Physical
wellness
resources

Childcare,
food, shelter,
substance
abuse and
other
community
assistance
referrals
Friendship
amongst
veteran
community

Both classes taught by
office staff and offered in
the evenings for 2.5
hours

Industry
Recon
Program
Mentoring

Graduation
recognition,
Honor-A-Bull
awards and
ceremony

Veterans Job Search
Course
Some topics: career
development, translating
military skills, applying
for jobs, understanding
company culture, and
networking
Class details:
Usually taken within the
last three semesters
enrolled

Career
exploration:
job
shadowing &
guest
speakers

Free food and
paraphernalia

Events and
workshops

Free or
discounted
tickets for
community
events

Student
veteran
organizations

The Office of Veteran Services’ support, events, services, and resources organized in
Table 3 can be described as follows. The features under the academics category include
individualized assistance for veterans related to enrolling into the university, course/major
selection, academic writing and studying strategies, peer tutoring, academic probation prevention
and recovery help from an academic enhancement program, designated veteran-only space to
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study, and training for faculty and staff being a network of support for the specific needs of
veteran students. Benefits support is given in conjunction with the office’s partnership with the
Department of Veteran Affairs as they have a designated counselor for guidance in explaining
and accessing VA benefits related to health, education, vocational, funding, disability
accommodations, and an outreach event when VA representatives come to the campus to discuss
more.
The Veteran Success course is offered during the first three semesters as support the
transition as a newly enrolled student. Topics include an introduction to the university campus,
guidance for the nontraditional student college experience, explanation of veteran-specific
benefits and resources, and providing an overview related to career exploration and planning.
The Veteran Job Search course was adapted curriculum from the university’s Career Services
department designed to be customized for veteran-specific needs and challenges to be registered
during the last three semesters of enrollment. This course serves as a dedicated career readiness
tool, encompassing preparing veterans to translate their unique military experiences for resume
writing, networking, job search navigation, interviewing, internships, and transitioning into the
civilian workforce. Both courses require their students to attend the office’s networking event
that they host exclusively for their veteran students each fall and spring academic semester with
a corresponding reflection paper assignment. These are some of the career readiness and
exploration experiences offered in the corresponding category.
Labeled under fun, there are many events the office sponsors dedicated to creating a
sense of community for the student veterans and their families to enjoy. These include social
gatherings on and off campus such as sporting events, celebrations, veteran appreciation, and
recognition ceremonies. The last classification of personal life encompasses support from other
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departments on the university campus and the local community in addition to the Office of
Veteran Services. Referrals for community services and resources related to mental health,
physical wellness, as well as living and family assistance such as shelter, food, childcare, and
substance abuse. There are also several organizations for veterans to become involved in for
friendship and advocacy amongst their student population such as the Student Veterans
Association and the Salute Veteran Honor Society.
Veteran participants all confirmed that their first interaction with the Office of Veteran
Services was at orientation. It is during a break-off session within the university’s orientation
event, that the office staff presents an overview of the available veteran-specific services,
resources, events, and supports to the student veterans. There are also several flyers, brochures,
and bulletin boards with information within the physical office location reminding and updating
students about the several services and resources offered by the office, university, and the local
community. Offering not only a wide array of strategies, but those that can be customized to the
individual’s needs was found to be substantial in improving the sense of community and
belonging. This demonstrated the theme of the office having a student-focused mindset as they
established initiatives to accommodate to the unique needs and challenges of their student
veterans. For example, an identified challenge was being an older nontraditional student and due
to the differences of the military language not knowing how to talk to civilians. As a response,
the office developed Veteran-to-Veteran peer tutoring where the student veterans needing help
are tutored by other student veterans who excel in that particular academic subject. Student Nick
shared how he appreciated how the office went above and beyond in their attempts to assist him
with a tutor stating:
“They have their veteran to veteran tutoring, which that is phenomenal because I don't
like talking to normal people, it scares me. But I asked about that for my anatomy class.
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And they're like, we don't have that. But we can. If you tell us who you have for tutor, we
will pay for it... I came out on 28. And everyone is so much younger than me now. So I'm
like I'm not having a 19 year old teach me anatomy.”
Peer tutoring can create a sense of comfort and eliminate the shame of asking for help which can
be amplified by being tutored by a much younger traditional aged student. A veteran peer can
relate and understand that needing academic assistance often has nothing with their intelligence
but usually because it has been several years since they have been in school.

Operating with the End Goal in Mind of Civilian Career Success
The office staff was motivated to not only support the veterans’ success during their time
as college students but to also emphasize their preparation for achieving a smooth transition into
the civilian workforce. The office really distinguishes itself with the numerous personalized
career readiness experiences and career exploration opportunities they house-the main supports
and strategies examined through this study. The VA Counselor Rebecca was able to offer
educational and vocational counseling through the corresponding VA benefits. Rebecca had
some students who already knew what civilian career they want to do and just needed some
actionable items to help them get there but also had other students were not so sure. She
explained the process of how she assisted students to find the right civilian career for them as:
“I can do vocational testing so I can get an idea of what their interests and aptitudes are.
So, we don't just like throw them into whatever they thought they wanted to do, but like
we actually do some exploration. So, we'll use different resources to do that. And help
them know, not only what they want to do, but what the labor market looks like. Yeah, I
don't want them to get out there and have gone through, you know, four years of training
and not be able to get good jobs.”
Rebecca used various resources for exploring civilian careers not only of interest but practicality.
She helped them discover how they could possibly align their skills and knowledge gained
through their military experience and understand what the labor market is looking to hire at that
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time. Career Coordinator Michael confirmed that majority of their veteran students did not want
to continue working in a related position to what they were doing in the military.
For further career exploration and preparation, the veteran-only classes were spoken
highly of by all veteran participants in agreement that because they were so beneficial, they
should be mandatory for all student veterans to enroll in. When observing the Veteran Job Search
class for myself, the professor, Director Adam, connected a Ted Talk video on the benefits of
‘finding your why’ to a class discussion. He led the class in sharing examples of how identifying
‘your why’ within military experience, civilian career exploration and planning, and overall
living purposefully and keeping the end in mind can be very impactful. It is obvious that these
class lectures, assignments, discussions, and practices were designed with the similar intention.
They help the students identify their why, explore careers, develop a plan, set goals, and receive
the necessary career readiness information and training. Then they are given the opportunity to
practice what they learned in class in person at the networking event, participating in the
mentoring program, creating their civilian resumes, and applying for jobs. Michael who
coordinates the career related offerings, explained how he works with his students to:
“just finding [their] why, they can come in and sit down with me and just ask me
questions about careers and we'll just help them navigate through all that. What I like to
do is I like to sit down and each veteran that comes in. We create an individual plan that
suits that veteran. And so it's not a cookie cutter one size fits all. It is what works best for
this veteran. That's what we do.”
This consideration to personalized career exploration, readiness, and development is what
helps the office stand apart from other universities. All the veteran participants mentioned how
having the options to experience the career related opportunities is what have helped them feel
confident for the transition into the civilian workforce after graduation. These services,
resources, and events were developed with the veterans’ needs, challenges, and end goal in mind.
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This was echoed in conversations with the office staff about the history of the office’s services
and staff over the past ten years. Director Adam confirmed “I kind of developed a vision for what
it should look like based on the needs of the students”. I believe it is due to these themes of the
offerings being established in response to the needs of the student veterans and that the office is
operating with the end goal in mind of civilian career success is what distinguishes the Office of
Veteran Services at Sunshine State University apart from other universities. Their studentfocused mindset has allowed this office to not only be nationally recognized but for why their
student veterans have had such positive and beneficial experiences utilizing their offerings.

Helpful and Positive Student Experiences
Research Question Three aimed to understand the meanings made by the veteran
participants interacting with the office staff and utilizing the services, resources, and events
provided by the Office of Veteran Services for civilian career readiness strategies and transition
support. Overall, the student veterans described helpful positive experiences. Several stories
were shared of feeling welcomed and supported by the staff and that the offerings were found to
be resourceful and beneficial. None of the veteran participants said they had a negative
experience related to their relations with the staff, being in the office environment, or related to
any of the used any of their offerings. Student Krystal praised the office for their willingness to
answer any question she had saying “Anytime I have a question. I either like email them or like
go over there and they always answer or ask in class, like they always answer. Like, every time,
like they don't even like you know, like you see people ‘ugh here she comes’. But no, they are like
‘Hi [Krystal], what’s up!’” My own observations were aligned with the participants’ statements,
as I saw firsthand how the student veterans were treated kindly and helped in an efficient
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manner. I myself even got mistaken for being a student veteran the first time I walked into that
office and when I confirmed that I wasn’t, the staff still helped me with the same cheer and
urgency as if I was. Offering services related to academic, career, benefits, and personal needs in
a single location and doing so in a welcoming, caring, and personalized way are the components
that make veterans utilizing this office so positive. Alumni Roger communicated his gratitude for
this remembering his experience:
“So just knowing you have like a support center to go to, that understands you, that can
relate to you. That right there alone, helps ease stress anxiety. You can go there, it's like a
one stop shop, they will help you out you know, like I mentioned where you kind of lost,
where you don't know what to do with it. Just go there, they will help guide you. You
know like you're good to go, they help guide you so that definitely is very impactful,
helpful.”
In terms of what they found to be the most useful or memorable experience; all veteran
participants spoke highly of the two veteran-only classes. Due to the advantages gained from the
class discussions, assignments, and career readiness experiences specifically the resume
assistance and networking event- all veteran participants agreed that these courses should be
mandatory for all student veterans. Krystal explained why she felt this way stating veterans
enrolled in the Veteran Job Search class are “going to have everything that they need when they
graduate. And they can take [Veteran Success class] when they first get here so throughout their
time in college, I mean, they're gonna know- okay, if I need help with this, I can go there.”
Although the military established the Transition Assistance Program (TAP) to help
servicemembers transition into civilian life by providing information, training, and tools about
health-related topics, VA benefits and services, financial planning, higher education, and career
and employment; three participants shared how the TAP program provided a general overview of
an overwhelming amount of information and they still needed a lot of guidance, support, and
explanations catered to their specific needs, challenges, and post-military goals (U.S. Department
87

of Labor, n.d.). These participants each agreed that the services, resources, and support they
received from the Office of Veteran Services was significantly more beneficial from any help
they received from the federal government as they prepared to separate from the military.
These positive anecdotes were backed up by the enthusiasm seen and felt when speaking
with the office staff. It is obvious that they all have such a passion for helping this population
and enjoy what they are doing for work in the office. Student Frank understood why the efforts
of the office has allowed the university to be been nationally recognized year after year “They
are going out of their way to work with vets and I read some stuff on it and they're one of the top
universities in the country for helping vets, which I was very impressed.” The supportive efforts
of the Office of Veteran Services caused the Sunshine State University to be nationally
recognized for nine of the 10 years since it was established in 2010. They have consistently
ranked within the top five of ‘Top College for Vets’ by Military Times and U.S. News & World
Report organizations, top of the “50 Best Colleges for Veterans” by College Choice, and named
one of “America's Top Veteran-Friendly Schools” by GI Jobs Magazine and Military Advanced
Education Magazine. This university was also selected as one of only fifteen Tillman Partnership
Universities of the Pat Tillman Foundation in the country for their innovative veteran-specific
support services and community for military families. Director Adam who was able to bring the
office’s vision and mission to life, discussed how their office has been able to be so successful:
“And so I think it's not necessarily one great thing. I think it's just been consistency. And
in what we've been able to do and being able to add pieces, you know, to meet the needs
along the way, and that would, that would be what I would say is our biggest success…I
think it has to do with our why, that everybody that works in this office cares. We don't
do this for the money. Lord knows we don't do it for the money. And we do this because
we genuinely care about the people that serve.”
The office has future goals of expanding their physical space to create an employer
institute, again keeping the civilian career as the end goal in mind for their students. The
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intention is to not only have a designated professional space to conduct interviews and
networking events but to be able to educate civilian employers on the unique needs of hiring
veterans. Director Adam shared how he also hopes to eventually grow his fulltime staff too. He
wants to hire a person specializing in wellness, focusing on the mental and physical wellbeing of
veterans in the office, as well as a social worker for their personal life, family, and transition
needs instead of having to refer their students to off-campus services and resources. Having more
physical space and a few additional staff members are future goals that are dependent on funding
support from the university and outside donors. Adam elaborated how he is grateful for the
designated office space with the connected lounge and 10 full-time dedicated staff members and
the additional help of about 30 part-time work study veteran and dependent students they
presently have. He shared how Sunshine State University currently has a lot more staff than
many other universities have as they usually only have maybe two full-time staff members just
for veteran students. The staff, the space, and the offerings all seem to be critical key
components that work together to meet the needs and challenges of their student veterans
keeping the end goal in mind providing transition success and positive career readiness
experiences for their time in and beyond college.

Chapter Summary
The thematic analysis process uncovered the themes in response to the three research
questions guiding this study. The first question focused on the needs and challenges of the
veteran college students preparing to transition into the civilian workforce. The identified needs
included more experience writing resumes and networking as well as additional assistance to
understand and access eligible VA benefits. The challenges discovered were having additional
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responsibilities outside of college and the differentiating between the civilian and military
mindset. The second research question aimed to learn how a designated veteran services office
on a university campus operates to support and prepare their student veterans for success in and
beyond college. An overview of how the office operates for student success through their support
and strategies was described. The themes found here were that these offerings were established
in response to the needs of the student veterans and that the office was operating with the end
goal in mind of civilian career success. The last research question intended to describe about the
experiences of the student veterans utilizing the Office of Veteran Services for civilian career
readiness strategies and transition support. Overall, the theme expressed the participants had
helpful positive experiences. Office Director, Adam, summarized the impact of the office best:
“And so, having those spaces where veterans can feel and talk about the things that they
experienced and be around people that are that have like experiences… I think most of
all, strengthens retention and persistence here at school. Because they know they have a
place that they can [come] when they start feeling like ‘why am I here? This sucks, I'm
around people that I don't like, when I'm around people that don't understand me. I'm just
gonna go get a job’. They can come here and they can feel a part of it. And feel that they
are important and when you see services in places they go, they go, oh maybe this school
really does think, you know, really does value us.”
The Office of Veteran Services created a safe space where shared needs, challenges, and
experiences were welcomed and recognized resulting in the student veterans feeling a sense of
belonging and value, increasing persistence and retention at Sunshine State University. While
numerous quotations directly from the participants spoke to these different themes, it was even
more evident in my own personal experience. Observations of the veteran class, networking
event, the office and the lounge as well as interviews and interactions with the office staff and
students, allowed me to witness firsthand how and why this office has been so successful for the
past ten years. The office took the time to understand the known needs and challenges of this
student population, address them by offering appropriate services and resources, and then hire
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dedicated staff to explain and assist their students. Talking to participants provided insightful
explanations on why initiatives were established as they were, how to facilitate them, the
experience of utilizing them, and understand what was working well. In the next chapter, I will
share the interpretations of the themes identified in the findings and the connection to the
conceptual framework. Implications for future research and recommendations for practice will
also be provided to conclude this research study.
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CHAPTER FIVE:
DISCUSSIONS, RECOMMENDATIONS, AND CONCLUSIONS

Within the previous four chapters of this manuscript, I outlined an introduction to the
problem at hand to rationalize the purpose and significance of this study, reviewed the known
research related to this topic and the conceptual framework, explained the research design and
methodology behind the data collection and analysis procedures, and identified the resulting
findings. For this final chapter, I will describe the implications of the interpreted findings, the
alignment to the conceptual framework, the addition to the body of knowledge, the
recommendations for future practice and research, and the conclusion of this dissertation study.

Research Question One Findings
What are the Described Needs and Challenges of Veteran College Students Preparing to
Transition into the Civilian Workforce After Graduation? This research intended for the veterans
to identify and discuss the perceived needs and challenges they face as a specific student
population and incoming employees transitioning to the civilian workforce. There were not
enough existing qualitative studies of student veterans sharing their own experiences of positive
university initiatives that helped them be successful in college and prepare them for their civilian
careers after graduation. When reviewing previous related literature, other scholars confirmed
that this research was needed (Ahern et al., 2015; Bakta & Hall, 2016; Fink et al., 2014; Hinojosa
& Honojosa, 2011; Griffin & Gilbert, 2015; Sponsler et al., 2013; Stern, 2017). The needs and
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challenges were coded into overarching category groups of academic, benefits, personal life,
military, and civilian careers. The codes spoken regularly amongst all the veteran participants
and echoed by the office staff determined the themes for Research Question One. Veterans were
challenged by their differences from their military mindsets with their own language and work
ethic and they balanced more obligations due to having families and mental health challenges. In
addition to academic support, they needed extra assistance and experience related to their VA
benefits and career readiness. These elements could be a lot for university administration to take
into consideration when there are also other subpopulations within the entire student body that
also have their own needs and challenges that need to be addressed as well. As recommended by
researchers, establishing a designated veteran services office on campus can serve as a sort of
‘one-stop shop’ assisting in streamlining university communications, housing numerous veteranspecific services and resources in one location, navigating the college campus, informing about
ways to get involved, and serving as a system of transitional support (Ackerman et al., 2009;
Griffin & Gilbert, 2015; O’Herrin, 2011). The veteran college students will feel less
overwhelmed, alienated, and confused the more they are clearly made aware of points of contacts
for campus resources, services, and support to assist with academic, career, and life (O’Herrin,
2011). Veteran services offices can not only address the student veterans’ needs and challenges
through their offerings but also relieve some of the culture shock stress that comes with the
transition to the college campus environment (Ackerman et al., 2009; Griffin & Gilbert, 2015;
O’Herrin, 2011). Therefore, having the veteran participants describe the ways the Office of
Veteran Services had addressed their recognized needs and challenges through their range
offerings, confirmed the significance the office has had on enhancing their collegiate experience
and preparing them for their career transition after graduation as recommended by the literature.
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Research Question Two Findings
How does a Designated Veteran Services Office on a University Campus Operate to
Support and Prepare their Student Veterans for Success in and Beyond College? When
interviewing all the participants to discover more about the resources, services, and events
provided by the Office of Veteran Services, these offerings were coded into categories of
academics, benefits, veteran-only classes, career readiness, fun, and personal. I organized a
detailed list of these practices in Table 3 (page 79). These groups were very similar to the coded
categories of the needs and challenges identified by the veteran participants. The resources,
services, events that were deemed as most used and beneficial were those also related to the
findings of the first research question. This alignment confirmed that when establishing and
executing the numerous practices they offer; the Office of Veteran Services considered the
distinct needs based on the characteristics of their student veterans and operated with the end
goal in mind. The office not only supported the veterans during their time as college students,
but they emphasized the students’ preparation for a successful transition into the civilian
workforce.
The mission statement of the Office of Veteran Services was to “provide a seamless
transition for our nation’s veterans from military life, through campus life into a meaningful
career by providing high quality services and opportunities for academic success, personal
growth, and professional development” (Mission & Vision, 2020). Their vision statement was
“to empower student veterans to achieve their definition of success beyond service” (Mission &
Vision, 2020). It should be noted that their mission statement mentioned the various transitions
their veterans must make from the military, to being a college student, and beyond into their
careers and civilian lives. Academics were not the sole aim, as the office also wanted to prepare
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their students for a meaningful career and take care of them as whole individuals through
personal growth and professional development opportunities. The vision statement emphasized
that the veteran should define whatever ‘success beyond their military service’ meant for them
individually. This statement signifies how the office recognized the importance of providing
personalized assistance. The office created numerous initiatives as veteran-specific supports and
strategies for solution options in response to how the student veterans defined their individual
needs, challenges, and goals related to their education, careers, and lives.
The Office of Veteran Services was able to provide veteran-specific services, resources,
and events by employing 10 full-time staff members and by 30 part-time student worker
assistants. The three office full-time staff members interviewed for this study were purposely
chosen to explain the history, operations, and career-specific offerings of the designated office.
Speaking with them provided a deeper comprehension on why they established the available
career-related resources, services, and events. By offering specialized career exploration,
readiness, development, and transition planning initiatives; this office had gained more influence
as an essential component of the overall student experience (Dey & Cruzvergara, 2014). The
students gained the necessary career-related knowledge, skills, connections, and experiences by
participating in the office’s Industry Recon mentorship program, job fairs, networking events,
and veteran-only courses. The high-level quality and quantity of overall supports and strategies
delivered through the office was found to be exceptionally rare. Unfortunately, most of the
veteran participants shared their negative experiences previously attending other universities.
They revealed anecdotes such as not having similar resources, caring and individualized
attention, customized accommodations, career readiness experiences, explanations of federal
benefits, a dedicated place to study, and/or a supportive community to feel included at their other
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college campuses. The participants’ descriptions made it evident that the way the Office of
Veteran Services operated in response to their students’ needs and focused on the end goal in
mind of career success, was critical in accomplishing the goals of their mission and vision
statements.

Research Question Three Findings
What has been the experience of student veterans utilizing the Office of Veteran Services
for civilian career readiness strategies and transition support? The six veterans all spoke of
helpful positive experiences utilizing the offerings from the office and their interaction with the
staff. The Office of Veteran Services was a supportive and welcoming community with
resourceful efforts that gave the veterans the confirmation that they belonged and mattered as
students on the Sunshine State University campus. The office environment had a sense of
hospitality while maintaining respectful professionalism and an urgency to help by any means
necessary. None of the veteran participants had negative experiences and only a few minor
recommendations were suggested for expanding the physical office space and services. All the
student veterans agreed that they benefitted from utilizing the office and alluded to either making
plans to or wishing they could use more of the offerings. These findings related to Research
Question Three validated the office achieving their purpose and being nationally recognized for
their accomplishments year after year.
Having access to various forms of support such as an familiar peer learning cohort, a
dedicated veterans service office, a welcoming ‘veteran-friendly’ university campus, a helpful
local community, and accessible federal government resources were found to improve the
likelihood of student veterans not feeling so isolated, lost, and unrecognized (O’Herrin, 2011).
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Unfortunately, the participants referred to utilizing separate departments on the same and other
campuses as there being a lack of understanding and relatability that just led to delays,
frustration, and confusion when seeking assistance. However, that was not the case when
interacting with the Office of Veteran Services. There was a commonality shared amongst the
student veterans that even if they served in different branches, they could all relate to having the
military service experience, mindset, and language. Since the office staff and part-time workers
were either also veterans themselves or dependents from a military family, they were familiar
and could connect with the student veterans. A ‘for us by us’ mentality was formed in this office
environment as their initiatives were tailored for the student veterans by the office staff who had
either experienced similar needs and challenges as veterans themselves or heard stories from
their loved ones as military dependents. Therefore, the veteran participants felt more comfortable
knowing they had one location they could go to as a safe space for a positive experience filled
with empathy and care when being helped by staff members who were able to relate to them.

Alignment to Conceptual Framework
The implications of the themes from the findings of this study were aligned with the
conceptual framework of Schlossberg’s Transition Theory that guided the data collection and
analysis of this research. The 4 Ss Model for Human Adaptation to Transitions included within
Schlossberg’s Transition Theory helped me examine the ‘self’, ‘support’, ‘strategies’, and
‘situation’ involved in how the students veterans’ coped with preparing for the anticipated
transition into a civilian career after college graduation. The person’s strength and attitude is the
Self, they use different strategies for assistance and the support that is available to them to
change and/or cope with the situation at the time of the transition (Schlossberg, 2011). The
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characteristics of the individual who is experiencing the transition, the perception of the
transition at hand, and the pre-transition and post-transition environmental elements are the
interacting factors that occur during a transition (Gordon & Lavallee, 2012; Schlossberg, 1981).
In addition to those interacting factors, the comprehension of the variety of characteristics,
meanings, truths, and experiences of having multiple participants’ perspectives was enhanced by
this research also being guided by a constructivist philosophical paradigm. By pinpointing the
4Ss of situation, self, support, and strategies through the data analysis process, I was able to
update the information in Table 1 (page 7) to create Table 4 below to show the alignment of the
data to the 4Ss of Model of Human Adaptation to Transitions. This alignment encompassed all
the elements that influenced how the veteran participants adapted to prepare for their anticipated
career transition.

Table 4. Alignment of the 4Ss of Model of Human Adaptation to Transitions
Self
Known Personal
Demographics:
-Age range:
30-62
-Gender:
5 Male, 1 Female
-Characteristics:
leadership,
resilience, drive,
willingness to ask
for help,
resourceful,
adaptable,
realistic outlook

Situation
Utilizing the office to
prepare for the
anticipated transition
into the civilian
workforce after college
graduation:
-Expected and
voluntary career
transition
-Timing and
responsibility
depended on the
individual and the
civilian workforce
-The individual was
moving in and
therefore preparing for
the anticipated
transition

Support
Social Networks:
-Family and friends
- 4 of 6 were known to
be married
-2 of 6 were known to
have multiple children
-3 of 6 spoke of specific
friends motivating them
-Military connections
-Veteran organization
memberships
-Learning cohort of
veteran peers
-Entire office staff
-Campus and local
community and business
partners through the
office
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Strategies
Individuals coped by managing
reactions to the transition stress
using offered strategies:
-Academic Advising and
Enhancement Program
-Career Exploration
-Career Readiness Skills Training
-Mentoring and Job Shadowing
-Mental and Physical Health
Referrals and Therapy
-Veteran-Only Veteran Success
Class
-Veteran-Only Job Search Class
-Veteran-Only Study Lounge
-Veteran-Only Networking Event
-Veteran Celebration/Recreational
Events
-Student Veteran Organizations
-Department of Veteran Affairs
Benefits and Counselor

Schlossberg’s Transition Theory was also incorporated in Griffin and Gilbert’s 2015
study to explore how higher education institutions could offer student veterans transitional
resources and support for a successful college experience. Their findings for effective veteranfriendly campus support efforts included: having services and professionals that understand and
meet the unique needs and issues of veterans; enforcing specific campus policies and procedures
relating to veteran benefits, information, and services; and establishing designated veteran
offices (Griffin & Gilbert, 2015). My explanatory case study took Griffin and Gilbert’s 2015
research a step further by focusing on how having a designated veteran services office on a
university campus served as a system of transitional support as the researcher’s findings
recommended. I explored how the office provided support and strategies for the student
veterans’ (self) preparation for their anticipated transition into the civilian workforce after
graduation (situation). Additionally, the veterans shared how having the support and strategies of
the Office of Veteran Services influenced their feelings of belonging and being valued on their
college campus. The following sections discuss the identified situation, the characteristics of the
participants as the self, the support of social networks, and the strategies provided by the Office
of Veteran Services as I organized above in Table 4.

Situation
The results of this study confirmed that the situation for the student veterans was the
preparation for their anticipated transition into the civilian workforce after college graduation
through utilization of the Office of Veteran Services. Therefore, this explanatory case study
focused on the preparation experiences of the student veterans utilizing the Office of Veteran
Services for support and their career readiness initiatives as strategies to cope with this situation.
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To clarify, the additional discovery of the overall operations of the office and the understanding
of veterans as a specific subpopulation of college students were supplementary aims that
provided total comprehension related to the situation of the anticipated transition. Five of the six
veteran participants enrolled into the university for the sole purpose of becoming more
employable for the civilian workforce by obtaining the required education and training through a
postsecondary degree. Five of the six veterans utilized career readiness and transition resources,
services, and events provided by the Office of Veteran Services with the objective of preparing
for the civilian workforce. They willingly participated in these opportunities and voluntarily
asked for assistance from the office staff. This confirmed they all had positive perceptions of
their anticipated civilian career transitions that they would be moving into. Although all the
veteran participants were enrolled in academic majors and had civilian career goals that differed
greatly from their past civilian and military work experience; they were more excited rather than
nervous about starting a new career after graduation.

Self
The self that made up the characteristics of the veterans’ participants varied in terms of
their demographics of race, age, and gender; the military experiences in which they served; their
previous postsecondary education; academic majors and student status; home and family life;
and civilian workforce goals. Overall, their shared experiences within their military life and as
nontraditional students gave the participants as a group the appropriate attitudes and strengths to
positively approach the situation such as leadership, resiliency, working under pressure,
motivation, drive, a realistic perspective, gratitude, being familiar and adaptable to change, and a
willingness to ask for help. Additionally, these participants had already completed the transitions
100

enlisting in and separating out of the military as well as enrolling into the university as a college
student. Therefore, preparing for their upcoming career change benefitted from their history of
utilizing their individual characteristics for previous challenging transitions (Gordon & Lavallee,
2012). Pre and post-transition environmental factors for the veterans included their internal and
institutional systems of support and the physical setting (Gordon & Lavallee, 2012). Sunshine
State University was the physical setting where the Office of Veteran Services was located and
all their programming as well as the student veterans’ classes took place. Majority of the veteran
participants shared how their spouses, children, friends, and military buddies were cheering them
on and this internal support system often served as their motivation to complete their schooling.
The institutional support included but was not limited to the office’s 10 dedicated full-time staff
members and 30 part-time workers as the office was sponsored by the entire university, the local
city, the community of business professionals and non-profit organizations partnerships, and the
federal government through the U.S. Department of Veteran Affairs.

Support
Researchers documented support as a key factor for veterans to feel less isolated after
leaving their military unit (Anderson & Goodman, 2014; Yan, et al., 2012). It was previously
reported that when returning home, veterans felt a loss of purpose, a lack of structure, a
disconnection from civilian people, and unsupported from institutions (Ahern et al., 2015). To
combat those feelings, Ahern et al. (2015) recommended veterans foster peer connections, build
reconnections, and engage family as well as the broader community for a system of support.
Burnett and Segoria (2009) similarly agreed with their suggestion of providing an institutional
collaboration of support specifically for student veterans. The Office of Veteran Services was
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able to offer collaborative supports through their designated staff, connections with other
departments on campus, social organizations and academic cohorts for student veterans,
mentorship amongst local businesses with the Industry Recon program, and referrals to offcampus services and resources in the community. The Concept of Non-Academic Supports
discussed creating social relationships, clarifying aspirations and enhancing commitment,
developing college know-how, and making college life feasible as four critical mechanisms that
could keep students enrolled (Karp, 2011). These four elements could motivate them for their
career transitions after graduation and cause college students to enjoy their time while attending
their postsecondary institution (Karp, 2011).
Furthermore, O’Herrin (2011) discussed how having veteran students who had similar
academic ambitions, career goals, and shared military experiences together as a cohort caused
friendships to develop. The student veterans interacted, related, connected, and were supported
by their veteran peers and developed a sense of community thanks to the Office of Veteran
Services. They were able to do so by attending the same orientation veteran break-out session,
networking event, military appreciation event, sporting event, enrolling in the same veteran-only
classes, studying in the study lounge together, or just bumping into each other in the office
waiting area. Groups of veterans were able to better understand and support one another as
students which enhanced their sense of belonging within the campus and their persistence
through their degrees (O’Herrin, 2011). These various options of support for student veterans in
accompanied by an extensive range of resources, services, events, and other tools as strategies
assisted their individual coping abilities and behaviors to manage their transition during college
and then as they were preparing to enter the civilian workforce after graduation (Evans et al.,
2010; Merriam & Caffarella, 1999).
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Strategies
Griffin and Gilbert (2015) indicated that veterans perceived and processed transitions in
various ways and there were individual differences amongst their needs for support and
resources. Therefore, institutions should invest in as many services as possible to better serve
student veterans (Griffin & Gilbert, 2015). The Office of Veteran Services offered numerous
initiatives related to academic assistance, benefits support, career readiness experiences, fun
opportunities, and recommendations for personal resources and services. Examples of the
available services, resources, and events were organized in Table 3 (page 79). Those offerings
were the coping strategies the office had established to aid the transition success for and beyond
their veterans enrolling, attending, and graduating college.
The Office of Veteran Services created an Operational Strategy double-sided document
that outlined the why, how, and what of the strategies they provided to achieve their mission and
vision statements (See Figure 1). It displayed a snapshot of the key task areas, values, and lines
of effort offered towards the end state. Operating with the end goal in mind, the office
established numerous initiatives as solution options in response to the needs and challenges of
their student veterans. Parallels were witnessed once again as after I completed my coding
process, I realized that the office identified their lines of effort on this document under similar
categories that emerged from my coded groups of the veterans needs and challenges such as
academics, benefits, and career as pictured on page 103. The OVS Operational Strategy detailed
the various opportunities veterans can take advantage of for their student success. Student
veterans were initially presented with an overview of these strategies when they attended their
orientation session. Taken within their first three semesters enrolled, the Veteran Success course
delivered the preliminary information necessary to ensure a smooth transition first attending the
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university. During their time as college students, they could have received individualized
attention related to admissions, their VA benefits, wellness referrals, and connected with other
campus services and community partnerships. Towards the end of their time as a student, ideally
the veterans would have engaged in the career-related offerings to prepare for their anticipated
transition into their civilian careers after they graduate college. The Veteran Job Search class,
Industry Recon mentoring program, networking and job fair events were some ways they can
focus on their next chapter.
Confirmed by the findings, a major component of how the Office of Veteran Services
was so effective in the delivery of their strategies was that they operated for student success by
keeping the end goal in mind. The OVS Operational Strategy document had a section affirming
that the end state was a “healthy, graduate veteran with solid prospects for employment in
desired career field”. This connected the big picture of the transition into a civilian career as an
ultimate end goal for majority of the student veterans. However, it should be noted that the end
state also included the words “or new life path”. This related to the office’s vision statement
which emphasized that it was up to the individual student veteran to define whatever success
after service meant for themselves. For example, one of the veteran participants Frank went back
to school at an older age simply for the desire to learn more about his interest in computers.
Although he would be happy to have a job after graduation teaching others about his passion, a
new civilian career was not his purpose for enrolling.
The OVS Operational Strategy document also corresponded with Schlossberg’s
Transition Theory and its 4Ss Model of Human Adaptation to Transitions. I updated Table 4
(page 95) based on the information from the veteran participants (Self) and the strategies and
supports offered by the office for the preparation of the anticipated transition into the civilian
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workforce after college gradation (Situation). Learning about the demographics, military
experience, student experiences, and personal lives of these participants allowed further
comprehension of the identified needs and challenges related to the first research question. These
characteristics of the self were what made them a unique population not only as students but as
incoming employees. Linked to the second research question, the office staff explained why and
how the supports and strategies were offered and witnessing them myself through my
observations of the office, lounge, class, and networking event. Additionally, the veteran
participants described their experience utilizing these initiatives which really facilitated the
necessary context to understand how student veterans were able to prepare for their next
transition into the civilian workforce through this office confirmed the situation and responded
the third research question. Therefore, the research questions, data collected and analyzed, and
the findings all aligned to the conceptual framework. Three of the veteran participants shared
stories about negative experiences of feeling lost, misinformed, and unsupported due to not
having a designated veteran services office with similar dedicated staff and resources on their
previous college campuses. Exploring how Sunshine State University established this office
exclusively for providing resources, services, and events for one sub-population of students was
what developed a sense of belonging for these student veterans. This Office of Veteran Services
offered support and strategies focused on career readiness and transition that not only enhanced
the veterans’ student experience but also showed the consideration of enabling their success after
they graduated by being ready to be hired for the civilian workforce.
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Figure 1. OVS Operational Strategy
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Addition to the Body of Knowledge
The literature review I conducted revealed several research studies that identified the
needs and challenges related to veterans’ transition into college as well as entering the civilian
workforce. However, there had been only a few studies dedicated to exploring the positive
factors associated with predicting or improving a successful civilian employment transition
(Ahern et al., 2015; Bakta & Hall, 2016; Fink et al., 2014; Stern, 2017). Despite there being
different practices proposed on how to address the challenges veterans may face in college and
the workforce, there were minimal descriptions available from the veterans themselves using
these solutions once they were put into effect. There were little data available on the
effectiveness of veteran employment assistance programs and transition initiatives available
including those offered by public and private universities (Ahern et al., 2015; Batka & Hall,
2016; Hinojosa & Honojosa, 2011). Therefore, for those veterans who pursued postsecondary
education as a requirement for transitioning into the civilian workforce, it was necessary to
understand how the universities were providing specific solutions for student veterans to prepare
for their civilian careers after graduation. However, Griffin and Gilbert (2015) also confirmed
that there was not enough evidence to comprehend the experiences of the structures, programs,
and initiatives postsecondary institutions were providing to support veterans college students as a
response to the studied needs they have and the issues they could face. Therefore, it was
important to add qualitative data that shared positive experiences from student veterans who
utilized a designated veteran service office, a frequently recommended solution, on a college
campus for their civilian career transition after graduation to the existing literature.
This case study contributed to that gap missing within the known body of knowledge. My
research focused on how a university could deliver successful civilian career readiness and
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transition strategies to support their graduating student veterans by exploring the operations and
positive utilization experiences of a designated veteran services office. Sunshine State
University’s Office of Veteran Services had been nationally recognized year after year, therefore
I wanted to discover the who, what, why, and how of their offerings that were deemed to be
successful. Through this explanatory case study, I provided both perspectives of those
individuals who worked in the office and those who were using the office. Having the veterans
explain for themselves what they felt their needs and challenges were as students and civilian
employees, share which career readiness strategies they used, clarify what sort of support had
been the most beneficial for them, and describe their experience of utilizing the provided
initiatives was significant as I did not come across existing research that did all of this in one
study. Collecting and analyzing this data allowed me to comprehend the meanings constructed
through these experiences and interactions. I also incorporated the 4Ss Model for Human
Adaptation to Transitions of Schlossberg’s Transition Theory to align the findings of this study
with the conceptual framework. The Office of Veteran Services was the safe-space center that
provided the student veteran as the self with the necessary positive supports and helpful
strategies for the situation of preparing for a successful transition into the civilian workforce
after graduation.

Recommendations for Future Practice and Research
Through data collection and analysis, this research identified the various forms of support
and strategies a university’s veterans services office provided their student veterans that had not
only been nationally recognized for their effectiveness, but positive experiences were discussed
by those who utilized them. Although case studies do not serve the purpose of being
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generalizable, they can often be transferable (Stake, 1995). Therefore, I do believe that other
university administrators could learn and possibly replicate on their campuses some of the
effective practices studied in this specific exemplary case of the Office of Veteran Services at the
Sunshine State University. Based on the findings of this case study and reviewed literature, I
have some additional recommendations for future practice and research related to the civilian
career readiness and transition of veteran college students.

Colleges Emphasizing Civilian Career Readiness and Transition for Veterans
Compared to majority of the enrolled student body population of a university, this study
confirmed the literature regarding the career and student success needs and challenges of
veterans being unique (American Council on Education, 2011; Bonar & Domenici, 2011; Ghosh
& Fouad, 2016; Glasser et al., 2009; Griffin & Gilbert, 2015; Mares & Rosencheck, 2004;
Schupp, 2009). Therefore, it would be ideal for all colleges to provide student veterans with
well-rounded support for their various and specific needs related to both their time enrolled in
the university and for success beyond graduation in their civilian careers. However, it is
understandable that not all university campuses are capable due to limited funding, resources,
staff, location, and other restrictions. I believe this study confirmed that if the college campus is
unable to have an entire office dedicated to student veterans; there should at least be one
designated representative who is also a veteran that can help them with civilian career readiness
and transition in the university’s Career Services department. As it was proven by the veteran
participants in this study that the civilian career readiness strategies and supports were the most
impactful and beneficial aspect of having the Office of Veteran Services on their college campus.
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Comparing the different existing career readiness strategies and supports for student
veterans offered at various universities throughout the country would be impactful for taking this
research to the next level. It would be interesting to explore on a larger scale how career
readiness and other non-academic resources and services are provided and vary by college
campuses. Community colleges, technical schools, and traditional universities with and without
designated veteran services offices could be assessed within different geographical locations as
well as even those in the same city and state. Then a list of the most effective initiatives could be
created with blueprints on how they could be implemented consistently at universities throughout
the country. However, based on the results of this study, the single most impactful career
readiness strategy was the Veteran Job Search course. As this class at Sunshine State University
encompassed all the knowledge, skills, and practice experiences related to career exploration,
readiness, planning, and transition into civilian careers. Thus, more universities should offer this
and/or a similar standardized veteran course that emphasizes civilian career readiness and
transition so their student veterans could receive similar advantages as discussed by the veteran
participants. This course could be a comprehensive tool and an opportunity to provide uniformity
amongst public and private universities especially if they do not have the capability of having a
such extensive offerings and support of a fully staffed designated veteran services office like at
Sunshine State University.
Additional research on understanding the civilian career choices for veterans would be
also beneficial. As none of my participants had the same civilian career goals and plans relating
to their military occupation specialty, which the Career Coordinator confirmed this was common
amongst the student veterans he worked with, so it would be interesting to compare military
career and civilian career alignment across a larger pool of student veterans. Another
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comparison to research could be between the military’s Transition Assistance Program (TAP)
and the transition assistance provided by a university’s veteran service office. Similarities and
differences could be uncovered regarding the civilian career readiness knowledge, skills,
training, and resources to find out if and how they align to support the transition to the civilian
workforce and life.

Colleges Providing Transition Assistance for Military Spouses
The veteran participants had very few recommendations for the Office of Veteran
Services. One mentioned having more physical space in their office location and even more fulltime staff to help the other employees. Another student mentioned delivering more virtual
resources available for full-time distance learners. Those were valid suggestions that the office
staff alluded to already being a part of their plans for future growth and expansion once more
funding and physical space could be secured from the university. However, two veteran
participants proposed the universities offering transition assistance for military spouses. This
study discussed the challenges student veterans had as nontraditional students with additional
responsibilities outside of college which often included having a family. Therefore, it seems it
may be beneficial towards the success of the nontraditional veteran student for the university to
provide specific resources for their spouses and children. Spouses and children can qualify for
certain benefits through the U.S. Department of Veteran Affairs and have funding for their
postsecondary education as a dependent. However, these dependent funds cannot be used
sequentially if the service member is using them to finance their own education. Therefore, if the
spouse is unable to enroll as a student using another source of funds, it would be challenging for
the university to give them access to the same services and resources offered to the student
111

veterans. However, I still think this is something this office and other universities should
consider finding ways to do more. Student Carl, married with four adult children, was passionate
about wishing his wife could also benefit from some career help he received from the office. Carl
was able to provide insight on the rationale behind this and even give some possible examples in
doing so stating:
“I personally think that the military, the wife, the spouse, even though she's not a student,
I don't know how much assistance they give the spouse like if they could look over the
resume of your spouse's resume, or just help the spouse because they're part of the
transition. Even though they're not a student...Yeah. They might say, Hey, here's a class
for one of the assignments is you gotta bring your spouse in. Bring your spouse and let
her sit in on one class out of the whole course somewhere. She's just sitting in and listen
to whatever she feels. Here's the syllabus, you know, and your spouse to come in and
pick one at a class and just sit in…Cus people don't understand that I've been married 30
years. So people don't understand my wife. She's a marine wife. She's we've been
married, you know, she did 17 out of 20. So, the transition was not just my transition, it
was her transition... and the kids…They all missed it”
Carl brought up a good point, that many civilians do not realize how challenging the active
military lifestyle and transition into retirement can be for the spouse and children. The military
lifestyle can include: servicemembers being deployed a far distance away from their families for
months at a time due to active duty; families constantly moving around domestically or abroad
settling into different homes and communities starting new jobs and schools; or some families
living directly on military bases surrounded by the familiarity and supportive comfort of other
military families. Once a family adapts to their military lifestyle, leaving it to reintegrate into
civilian life can be a challenging transition for the whole family as it often can feel like they are
all starting over again. More research should be conducted related to learning how spouses and
children are impacted by veterans transitioning into their lives as civilians going back to school
and starting new careers. This research would provide the necessary knowledge in discovering
ways the universities can assist military spouses.
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Educating Civilian Employers
The office staff revealed a future goal for growth was to establish an ‘Employer Institute’
to bring civilian employers to the Sunshine State University campus and educate them about and
how to hire veterans. We discussed how although a lot of civilian employees wanted to hire
veterans, many of them did not know how and were not aware of their needs and challenges that
would have to be addressed or accommodated to once they were employed. The reviewed
literature confirmed that civilian employers had misconceptions regarding veterans’ abilities
possessing work-related skills and completing certain technical tasks due to the stigmas around a
mental/psychological health diagnosis (Ainspan, 2011; Bullock et al., 2009). According to a
2014 study, veterans perceived civilian employers as insensitive seeming not to understand their
needs and believed employers thought veterans were dangerous, physically damaged, and had
inadequate skills to be successful in the civilian workforce (Castro et al., 2014). Regardless of
whether a veteran employee formally disclosed having a mental or physical disability or not,
many veterans were perceived or stereotyped for having one (Stone & Stone, 2015; Szelwach et
al., 2011).
Therefore, engaging in educating the local business community that university works
with is a vital suggestion as it could ensure effective career readiness partnerships for their
student veterans. It would be easier for the employers, office staff, and student veterans to host
these informative sessions, as well as the career readiness experiences of interviews and
networking events, in a designated space within the veteran services office directly on the
university campus. It would be a shame if a veterans office provided all of these resources and
services for their student veterans to be career ready and then once they were actually hired, the
veterans were working in a toxic environment that did not understand or accommodate to their
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mental or physical needs. Therefore, more research is needed to produce additional perspectives
on the knowledge, expectations, and experience of civilian employers hiring veterans. Studies
regarding this topic can distinguish how hiring a recent veteran graduate can differ from hiring a
traditional college graduate and help recognize if civilian workplace environments are conducive
to accommodating to the specific veteran needs and challenges.

Conclusion
Most prior research regarding military to civilian career transition has focused on a
negative lens of disfunction and deficiency concentrated on issues and challenges (Bullock et al.,
2009; Burnett-Zeigler et al., 2011; Hayne & Shepherd, 2011; Horton et al., 2013). Identifying
positive predictive or improvement factors for a successful civilian employment transition had
been the focus of only a few research studies (Ahern et al., 2015; Bakta & Hall, 2016; Fink,
Gallaway, & Millikan, 2014; Stern, 2017). Many veterans utilize the financial benefits of the
Veterans Educational Assistance Act when eligible to enroll into a higher education institution to
meet the degree or training requirements to enhance their civilian job prospects (Cook & Kim,
2009). Veterans transitioning into college can experience: having to rediscover their identity,
becoming re-acclimated with academic coursework, attempting to blend in with younger
traditional college peers, and discovering how they will transition into their civilian careers after
graduation (Ackerman et al., 2009; DiRamio & Spires, 2009; Griffin & Gilbert, 2015; Runmann
& Hamrick, 2010). There was limited data available in terms of an accurate number of veterans
enrolled in postsecondary institutions, their academic and career success rates, the factors that
influenced their success, how universities were successfully addressing their student needs and
challenges, and how their career success after college graduation could be enhanced by
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institutional practices (Sponsler et al., 2013). Griffin and Gilbert (2015) pointed out how
institutions should acknowledge that veterans can perceive and process transitions in various
ways and must invest in as many resources as possible. A campus’s veteran services office could
help student veterans navigate the college campus as well as provide customized assistance,
services, resources, and events specific to their unique needs and challenges (Ackerman et al.,
2009). Instead of having various separate university departments such as financial aid,
admissions, course registration, career services; all the veteran-specific information and support
related to these entities could be housed in one location of a designated support office
(Ackerman et al., 2009).
The purpose of this explanatory case study was to learn how a designated veteran
services office on a university campus supports student veterans preparing to transition into the
civilian workforce after their college graduation. This study incorporated qualitative research
methods of semi-structured interviews, observations, and thematic coding aligned with a
constructivist paradigm and Schlossberg’s Transition Theory (1981) as the conceptual
framework. The research questions that guided this study were:
1. What are the described needs and challenges of veteran college students preparing to
transition into the civilian workforce after graduation?
2. How does a designated veteran services office on a university campus operate to
support and prepare their student veterans for success in and beyond college?
3. What has been the experience of student veterans utilizing the Office of Veteran
Services for civilian career readiness strategies and transition support?
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The following findings emerged through thematic coding analysis of the data collected.
The identified needs included more experience writing resumes and networking as well as
additional assistance to understand and access eligible VA benefits. The challenges discovered
were having additional responsibilities outside of college and differentiating between the civilian
and military mindset. The office offered supports and strategies that were established in response
to the needs of the student veterans and that the office was operating with the end goal in mind of
civilian career success. Lastly, the veteran participants all had helpful positive experiences
utilizing the Office of Veteran Services for civilian career readiness strategies and transition
support.
This study provided perspective directly from the veterans of their needs and challenges
and how the designated Office of Veteran Services established the services, resources, and
events they offered to address them. I was also able to learn the experiences of the veterans
utilizing the office as a unique student population preparing to make a career transition. While it
was unfortunate to also discover their veteran participants’ negative experiences trying to receive
help from other university, community, and military programs; it made the discussions regarding
the benefits they received from Sunshine State University’s Office of Veteran Services that much
more meaningful. Although I wish I could have interviewed more alumni veterans, I do feel my
smaller than anticipated sample size did present veteran participants of varied experiences from
different demographic backgrounds allowing me to reach saturation in terms of the findings. I
was pleased that the mission of the office and the themes resulting from the data analysis aligned
so well with my conceptual framework of Schlossberg’s Transition Theory. I appreciated having
Griffin and Gilbert 2015 study as a foundation in which my study could expand by incorporating
the 4Ss Model of Human Adaptation for Transitions for the veteran student population with an
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emphasis on civilian career readiness and the transitional support system the researchers
recommended of a designated veteran services office on campus.
By detailing the perspectives and involvements of veterans and office staff though this
qualitative research, a better understanding was gained of the operations of a veteran services
office. The offered designated career readiness services, transition resources, and support
strategies for the specific student veteran population were the positive solutions needed to
address the civilian employment challenges veterans may experience after graduation. This
research achieved its goal of being significant for providing insight to other postsecondary
institutions of positive examples of how to offer dedicated veteran-specific initiatives through a
designated office of support. The results of this research served as a rationale for why the quality
and quantity of designated veteran services offices should be improved to be consistently
available on all university campuses throughout the nation offering similar career readiness
services and transition resources supporting this unique student population to be successful while
in college and beyond.
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APPENDIX A:
VETERAN PARTICIPANT DEMOGRAPHIC QUESTIONNAIRE

Please complete the following:
1. Name: _________________________

Age: __________

2. How do you describe yourself?:

□

□

Man

□

Woman

Nongender Conforming

3. Ethnicity (Check all that apply):

□

Black/African American

□

White American

□

American Indian/Alaskan Native

□

Asian & Pacific American

□

Latino/Hispanic American

□

Other ______________________

4. What U.S. military branch are/were you a member of? (Check all that apply):

□

Army

□

□

Airforce

□ Navy

Marine Corps

□

National Guard

□

Coast Guard

□

Reserves

Time spent in service: _________________

5. As of today, I am classified as a:

□

Full-time student

□

□ Alumni

Part-time student

Pursuing/pursued a:

□

Professional certificate

□

Bachelors degree

□

Masters degree

Anticipated/actual graduation date:__________________________
126

□

Doctoral

Employment status:

□

Full-time

□

Part-time

□

Self-employed

□

Not working

Employed in the following role: ________________________at_____________________
6. What is/was your academic major (e.g. Business administration, Electrical Engineer)?
_____________________________________________________________________

7. What is your professional background? What are your career goals?
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________

8. What is/was your involvement in campus or community extra-curricular organizations?
_____________________________________________________________________
_____________________________________________________________________

9. Do/did you utilize the Office of Veteran Services? And if so, please explain for what
purpose and an average of how often?
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________

10. What kind of resources, services, or support have you used, if any (through the office or
not), to help you prepare for transitioning into the civilian workforce?
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
_____________________________________________________________________
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APPENDIX B:
INTERVIEW PROTOCOL GUIDE FOR VETERANS

RQ1: What are the described needs and challenges of veteran college students preparing to
transition into the civilian workforce after graduation?
RQ3: What has been the experience of student veterans utilizing the Office of Veteran
Services for civilian career readiness strategies and transition support?
Self: The previous experience, attitude, strengths, and weaknesses that the individual possesses
who is experiencing the transition (Schlossberg, 1981).
• Please confirm your name, age, military branch and years in service, current or past
academic major, student status and degree you are currently or previously studied.
• Explain why you enrolled into college at this university and chose your specific major.
• Describe your professional background (in and outside of the military) and your current
employment status.
• Describe your career goals (post-graduation or in your current field).
• What was your motivation to seek help from the office related to career guidance?
Strategies: Responses in terms of perspective and behaviors to help the individual cope, change,
reframe or reduce the stress of the transition situation (Schlossberg, 1981).
• Explain the services, resources, support, events you have utilized from this office and
why?
• If and how did the office assist you during your enrollment process regarding admissions
and financial aid paperwork?
• Describe the specific career related resources, services, events, support you have utilized
through the office of veteran services. How often do/did you utilize these?
o Describe your experience if you have attended any of the office’s networking
events on or off campus.
o Describe your experience if you have been enrolled in the Strategies for Success
course.
o Describe your experience if you have participated in the mentoring program.
• Describe specific examples of career readiness opportunities the office has provided such
as resume writing, mock interviews, professional dress tips, networking etiquette, etc.
• Explain if you have utilized other career services from other entities on this or another
college campus or outside within the local community? If so, how do those services/
resources compare to those offered by the office of veteran services at this university?
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Support: Social guidance/assistance available for the individual experiencing the transition
including intimate relationships, family, friends, colleagues, networks, organizations,
communities, etc. (Schlossberg, 1981).
• How did you find out about the Office of Veteran Services?
• How often do you visit/interact with the office? Describe your interactions with office
staff and the office environment?
• How do you feel about the office providing veteran-only spaces, events, classes and
opportunities?
o What purposes, if any, have you utilized the office’s veteran lounge for?
• Has the office ever referred or exposed you to other on or off campus offices, services,
resources to use?
• Describe a memorable or most rewarding experience related to the office? (e.g. event you
attended, a class you were enrolled in, a service or resource you used)
• Describe a service or resource has been the most impactful in helping you succeed related
to your academics, career readiness, and/or personal life?
• Describe an experience or interaction you have had related to the office that you found
negative or unsuccessful in assisting you.
• What recommendation for improvement would you suggest for the office of veteran
services?

Situation: The environment and/or details at a specific time that determines how the individual
perceives the transition (Schlossberg, 1981).
• Do you believe veteran college students have different needs and/or challenges compared
to traditional college students and if so, can you describe how so?
• How has or was your experience as a college student on this university campus?
• What specific needs or challenges have you had transitioning into college?
• Describe the general employment needs and/or challenges you believe veterans may face.
• Explain what you know or have experienced regarding transitioning into the civilian
workforce.
• As a current student, how would you describe your experience utilizing the Office of
Veteran Services to prepare for this anticipated transition into your civilian careers after
college graduation?
• As an alumnus, can you describe a specific career supports or services from the office
that influenced your current employment?
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APPENDIX C:
INTERVIEW PROTOCOL GUIDE FOR OFFICE STAFF

RQ2: How does a designated veteran services office on a university campus operate to support
and prepare their student veterans for success in and beyond college?

Self: The previous experience, attitude, strengths, and weaknesses that the individual possesses
who is experiencing the transition (Schlossberg, 1981).
•
•
•
•
•
•

Please confirm your name, your role and how long you have been working here as well
as describe responsibilities related to the Office of Veteran Services.
Describe the demographics of the students you are serving (e.g. age, race, student status,
major)
Describe the most common challenges and needs your student veteran may have.
Describe to your knowledge how veteran college students differ from other student
populations.
Describe the typical professional (both in and out of military) background and civilian
career goal alignment/misalignment a veteran student may experience.
Describe the involvement veteran alumni still have with the office and university.

Strategies: Responses in terms of perspective and behaviors to help the individual cope, change,
reframe or reduce the stress of the transition situation (Schlossberg, 1981).
•
•
•

•
•
•
•
•
•

Describe your knowledge of the history of the office.
Describe your knowledge of an overview of the office in terms of the services, resources
and support it provides veteran students.
Describe the career readiness opportunities, experiences, services, resources your office
provides.
o Describe the specific initiatives of the strategies for success course, mentoring
program, and networking events hosted by the office.
Explain the typical process if a veteran student came in looking for career guidance.
Explain what you feel is the most commonly used career resource or service and why?
Explain what you feel is the most impactful/successful career resource or service and
why?
Describe how you advertise/market the career specific efforts to veteran students.
Explain the evolution of establishing more career focused efforts from the office.
Explain the rationale behind of having veteran-only events, spaces, opportunities,
services being offered by your office.
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Support: Social guidance/assistance available for the individual experiencing the transition
including intimate relationships, family, friends, colleagues, networks, organizations,
communities, etc. (Schlossberg, 1981).
•

•

•

Describe the atmosphere of the office in terms of interactions amongst staff and with
students.
o Who makes up the career team of office staff and what are their roles and
responsibilities?
Describe to your knowledge how the university and other departments perceive and
collaborate with this office and refer students to use it.
o Describe the support, collaboration, and involvement the office receives related to
career readiness initiatives from other departments on campus as well as the local
business community.
What have been the biggest successes and/or recognition the office has achieved?

Situation: The environment and/or details at a specific time that determines how the individual
perceives the transition (Schlossberg, 1981).
•
•
•

Describe to your knowledge the civilian workforce industry needs especially in this city.
Describe to your knowledge, the needs and challenges associated with transitioning into
the civilian workforce directly from the military and after first going back to college.
Explain how your office keeps the end goal in mind to prepare veteran students for this
transition after college graduation.
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APPENDIX D:
OBSERVATION PROTOCOL GUIDE

Date: ___________________________
Location: ____________________________________________
Time: __________________________

Description providing a general overview of what is happening for event/setting of
observation:

Description of physical location including visual document analysis:

Description of social interactions (verbal and non-verbal):

Possible notes to consider for future data collection/analysis:

Other notes:
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APPENDIX E:
INFORMED CONSENT FORM

Informed Consent to Participate in Research Involving Minimal Risk
Information to Consider Before Taking Part in this Research Study
Title: Exploring how a University’s Veteran Services Office Supports their Students’
Civilian Career Readiness and Transition
Study # _000070_

Overview: You are being asked to take part in a research study. The information in this
document should help you to decide if you would like to participate. The sections in this
Overview provide the basic information about the study. More detailed information is provided
in the remainder of the document.
Study Staff: This study is being led by Sasha Vanterpool who is a Doctoral Candidate in the
Career and Workforce Education program at the University of South Florida. This person is
called the Principal Investigator. She is being guided in this doctoral dissertation research by
faculty advisor Dr. Hernandez. Other approved research staff may act on behalf of the Principal
Investigator.
Study Details: This study is being conducted at the Sunshine State University and is supported
by the College of Education. The purpose of the study is to learn if having a veterans services
office on a university campus helps student veterans prepare to be successful or not in the
civilian workforce after they graduate college. This doctoral dissertation research study has the
goal of understanding how the office operates, the career preparation services, transition
resources, and support strategies available for this specific student population of veterans. The
results of this study can highlight the impact the designated office has had in supporting veteran
college students developing the knowledge and skills required to obtain and retain a civilian
career after finishing college. This research will be carried out by the principal investigator
conducting 120-minute long observations of social interactions and documents within the office
and their career related events, and 60-minute long interviews with the office staff as well as
interviews with veteran students and alumni who have used the office’s services.
Participants: You are being asked to take part because of you use or work in the Office of
Veteran Services on the Sunshine State University campus. We want to understand your
experience with this office and your perspective describing how this office operates; related
social interactions; training and learning opportunities; and which resources, services, events,
and/or supports have been the most helpful and why you feel that way.
133

Voluntary Participation: Your participation is voluntary. You do not have to participate and may
stop your participation at any time. There will be no penalties or loss of benefits or opportunities
if you do not participate or decide to stop once you start. Your decision to participate or not to
participate will not affect your job status, employment record, employee evaluations, or
advancement opportunities. Your decision to participate or not to participate will not affect your
student status, course grade, recommendations, or access to future courses or training
opportunities.
Benefits, Compensation, and Risk: Other than an opportunity to reflect on your personal
experiences by sharing your perspectives and highlighting beneficial resources or services- you
would not receive any benefits by taking part in this research study. The results of this research
could inform other university administrators of possible transferrable campus policies and
practices of successful dedicated transition initiatives to support other student veterans’
reintegration into civilian life and workforce. There is no cost to participate. You will not be
compensated for your participation. This research is considered minimal risk. Minimal risk
means that study risks are the same as the risks you face in daily life.
Confidentiality: Even if we publish the findings from this study, we will keep your study
information private and confidential. Anyone with the authority to look at your records must
keep them confidential. Throughout the study, pseudonyms [fake names] will be used when
reporting data findings.
Why are you being asked to take part?
By sharing the experiences of veteran students and alumni who have used the office’s services as
well as the perspectives of office staff, this study can provide a better understanding of the
operations of a veteran services office and the offered career readiness services, transition
resources, and support strategies available to serve the specific student veteran population. A
goal of this research is to explore how having a designated veteran services office on university
campuses can be a positive solution of support needed to address the civilian employment
challenges veterans experience. By exploring an office that has been nationally recognized as a
veteran-friendly campus, this study can inform other university administrators of possible
transferrable campus policies and practices of successful dedicated transition initiatives to
support student veterans’ reintegration into civilian life and workforce after college graduation.
This research can be the rationale for why the quality and quantity of designated veteran support
offices offering career readiness and transition strategies should be improved to be consistently
available on all university campuses throughout the nation.
Study Procedures:
• For the research study, student and alumni participants will be selected by referral from
the office staff. If more student participants are needed, an email will be sent through the
office asking for volunteer participants as well as having a flyer available in the office.
The office staff participants were specifically chosen by the Principal Investigator due to
their career-related positions within the office.
• Once confirmed, the participants will meet individually for a single visit with the
Principal Investigator on campus for one interview that will last up to 60 minutes during
the previously agreed upon scheduled day, time and location. The participant would not
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•

•

•

•
•

need to do anything before the first and only study visit and it will not cost them anything
to participate.
The interviews are semi-structured meaning that the Principal Investigator will have a
guide of existing questions asking about the participant’s experience using or working at
the Office of Veteran Services and follow-up and/or probing questions will be asked for
additional details and clarification.
If given permission, all individual interviews will be audio-recorded in order to properly
capture the responses to the questions asked. Only the Principal Investigator will have
access to these recordings to transcribe them verbatim to be analyzed by identifying
themes to result in the study’s findings.
The Principal Investigator would be the one who is analyzing the data and writing up the
study’s findings. Once completed, the dissertation research report will be emailed to each
individual separately for them to have the chance to review the work to offer input on any
needed changes to ensure they feel that their interviews were interpreted correctly. Once
those edits as well as the feedback from the dissertation committee made of faculty
members are addressed, the participants will receive an email of the final dissertation and
communications of any research-related future publications or presentations.
The principal investigator will also be conducting observations but will have little to no
interactions with the people attending events or present in those environments therefore
they are not considered participants of the study.
The data collection, analysis and write up portion of the dissertation should be completed
by the end of 2020. The collected data for this research will be destroyed by the Principal
Investigator in 2025.

Total Number of Participants
13 to 15 individuals will take part in this study at Sunshine State University.
Alternatives / Voluntary Participation / Withdrawal
You do not have to participate in this research study.
You should only take part in this study if you want to volunteer. You should not feel that there is
any pressure to take part in the study. You are free to participate in this research or withdraw at
any time. There will be no penalty or loss of benefits you are entitled to receive if you stop
taking part in this study. Your decision to participate or not to participate will not affect your
student status (course grade) or job status.
Benefits
Other than an opportunity to reflect on your personal experiences by sharing your perspectives
and highlighting beneficial resources or services- you would not receive any benefits by taking
part in this research study. The results of this research could inform other university
administrators of possible transferrable campus policies and practices of successful dedicated
transition initiatives to support other student veterans’ reintegration into civilian life and
workforce.
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Risks or Discomfort
This research is considered to be minimal risk. That means that the risks associated with this
study are the same as what you face every day. There are no known additional risks to those who
take part in this study.
Compensation
You will receive no payment or other compensation for taking part in this study.
Costs
It will not cost you anything to take part in the study.
Conflict of Interest Statement
There is no conflict of interest for this study.
Privacy and Confidentiality
We will do our best to keep your records private and confidential. We cannot guarantee absolute
confidentiality. Your personal information may be disclosed if required by law. Certain people
may need to see your study records. These individuals include:
• The research team, including the Principal Investigator and faculty advisors.
• Certain government and university people who need to know more about the study.
For example, individuals who provide oversight on this study may need to look at
your records. This is done to make sure that we are doing the study in the right way.
They also need to make sure that we are protecting your rights and your safety.
• Any agency of the federal, state, or local government that regulates this research.
• The USF Institutional Review Board (IRB) and its related staff who have oversight
responsibilities for this study, and staff in USF Research Integrity and Compliance.
We may publish what we learn from this study. If we do, we will not include your name. We will
not publish anything that would let people know who you are.
What if new information becomes available about the study?
During the course of this study, we may find more information that could be important to you.
This includes information that, once learned, might cause you to change your mind about being
in this study. We will notify you as soon as possible if such information becomes available.
You can get the answers to your questions, concerns, or complaints.
If you have any questions, concerns or complaints about this study, call Sasha Vanterpool at 813***-****. If you have questions about your rights, complaints, or issues as a person taking part
in this study, call the USF IRB at (813) 974-5638 or contact by email at RSCH-IRB@usf.edu.

136

Consent to Take Part in Research
I freely give my consent to take part in this study. I understand that by signing this form I am
agreeing to take part in research. I have received a copy of this form to take with me.
_______________________________________________________________
Signature of Person Taking Part in Study

Date

_______________________________________________________________
Printed Name of Person Taking Part in Study

Statement of Person Obtaining Informed Consent and Research Authorization
I have carefully explained to the person taking part in the study what he or she can expect from
their participation. I confirm that this research participant speaks the language that was used to
explain this research and is receiving an informed consent form in their primary language. This
research participant has provided legally effective informed consent.
____________________________________________________
Signature of Person Obtaining Informed Consent

_______________
Date

____________________________________________________________
Printed Name of Person Obtaining Informed Consent
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APPENDIX F:
IRB APPROVAL LETTER
EXEMPT DETERMINATION
November 22, 2019
Sasha Vanterpool
Dear Sasha Vanterpool:
On 11/18/2019, the IRB reviewed and approved the following protocol:

The IRB determined that this protocol meets the criteria for exemption from IRB review.
In conducting this protocol, you are required to follow the requirements listed in the
INVESTIGATOR MANUAL (HRP-103).
Please note, as per USF policy, once the exempt determination is made, the application is
closed in BullsIRB. This does not limit your ability to conduct the research. Any
proposed or anticipated change to the study design that was previously declared exempt
from IRB oversight must be submitted to the IRB as a new study prior to initiation of the
change. However, administrative changes, including changes in research personnel, do
not warrant a modification or new application.
Ongoing IRB review and approval by this organization is not required. This
determination applies only to the activities described in the IRB submission and does not
apply should any changes be made. If changes are made and there are questions about whether
these activities impact the exempt determination, please submit a new request to the IRB for a
determination.
Sincerely,
Jennifer Walker
IRB Research Compliance Administrator
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APPENDIX G:
RECRUITMENT FLYER
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APPENDIX H:
THEMATIC CODING ANALYSIS CODEBOOK

Code
Transition: Career
Needs and challenges
Employers hiring veterans

Civilian Career goals

Career path

Comment
Transitioning out of the military, into school, civilian
life, career, out of college, etc.

Code Groups
Civilian Workforce

Career readiness needs, challenges, experience

Civilian Workforce

Employers hiring veterans the needs, challenges,
which organizations and industries are doing so and
why
Civilian Career goals, alignment or new direction
from military work, why went back to school and
chose their major, civilian career job interests,
civilian career path thus far

Civilian Workforce

Past and current outside of military

Civilian Workforce

Civilian Workforce

Demographics:
Participant Student

Participant demographic information like age, race,
sex, family
Participant Student status, major, graduation, etc.
Participant military Demographic information like
branch, years in service, occupation
General veteran academic and career information

Demographics

Demographics:
Participant Military

Participant demographic information like age, race,
sex, family
Participant Student status, major, graduation, etc.
Participant military Demographic information like
branch, years in service, occupation
General veteran academic and career information

Demographics

Demographics:
Participant Career Path

Participant demographic information like age, race,
sex, family
Participant Student status, major, graduation, etc.
Participant military Demographic information like
branch, years in service, occupation
General veteran academic and career information

Demographics

140

Demographics:
Participant Basic Info

Participant demographic information like age, race,
sex, family
Participant Student status, major, graduation, etc.
Participant military Demographic information like
branch, years in service, occupation
General veteran academic and career information

Demographics

Demographics: Office
Staff

Participant demographic information like age, race,
sex, family
Participant Student status, major, graduation, etc.
Participant military Demographic information like
branch, years in service, occupation
General veteran academic and career information

Demographics

Demographics: General
Veteran Career

Participant demographic information like age, race,
sex, family
Participant Student status, major, graduation, etc.
Participant military Demographic information like
branch, years in service, occupation
General veteran academic and career information

Demographics

Demographics: General
Veteran Academics

Participant demographic information like age, race,
sex, family
Participant Student status, major, graduation, etc.
Participant military Demographic information like
branch, years in service, occupation
General veteran academic and career information

Demographics

My summary/clarification

Me summarizing or clarifying what has already been
said by the participant and/or known about the office
itself or resources/services/events provided

My
summary/clarification

Veteran-only
spaces/events

The explanation and significance/impact of the
availability or not of veteran-only spaces and events
on campus and off

Office of Veteran

Sense of
community/support/comfor
t

Sense of community/support/comfort amongst other
veterans/military members both peers and office.
Feeling welcomed, accepted and that they matter

Office of Veteran
Services

Recommendations/Suggestions for office
improvement
Praise for the office and description of benefits of
having a designated office with resources and
supportive staff

Office of Veteran
Services
Office of Veteran
Services

Recommendations for
Improvement
OVS Benefits and Praise
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Services

Office Roles and
Operations

The role and responsibilities the staff member has in
the Office of Veteran Services

Office of Veteran
Services

Office interactions

Interactions with office staff, visiting the office,
attending office events, experience using office
services/resources
Collaborations, networking, partnerships the office
has with other
organizations/entities/companies/colleges/departmen
ts on and off campus

Office of Veteran
Services

Any negative interactions/experiences related to
office staff interactions or use of their
services/events/resources
explicitly stated or implied
History/timeline/make up of the office to understand
both the path and structure of the office over the past
ten years as well as future plans and hopes for
growth
History/timeline/make up of the office to understand
both the path and structure of the office over the past
ten years as well as future plans and hopes for
growth
Plans to or actual involvement with the office as an
alumni of SSU

Office of Veteran
Services

Using a service, resource, event, workshop, etc from
noncampus/community organization/company or in
another state or at another school or connected to the
military
Using a service, resource, event, workshop, etc from
noncampus/community organization/company or in
another state or at another school or connected to the
military
Using a service, resource, event, workshop, etc. from
noncampus/community organization/company or in
another state or at another school or connected to the
military
Veteran classes: Strategies for Success and Veteran
Job Search Courses
Information about the courses, experiences in the
courses, assignments and events from the classes,
benefits and recommendations related specifically to
courses.

Other Resources/Services
experiences

Services/Resources/Events
offered & used

Explanation and experience of
services/resources/events offered by the office

Resume

Office Career Resource/Service/Event- Resume
assistance creating and editing
information about and experience going/using

OVS
Services/Resources/Event
s Offered & Used
OVS
Services/Resources/Event
s Offered & Used

Office Collaborations
on/off campus

Negative
interactions/experiences

History of the office

Growth of the office:

Alumni Involvement
Other Resources/Services
Experience: Other School

Other Resources/Services
Experience: Military
Related
Other Resources/Services
Experience:
Community/Business
Veteran classes
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Office of Veteran
Services

Office of Veteran
Services

Office of Veteran
Services

Office of Veteran
Services

Other Resources/Services
experiences

Other Resources/Services
experiences

OVS
Services/Resources/Event
s Offered & Used

Orientation

SSU new student orientation having break off
session for veterans where office introduces
themselves, often first interaction and becoming
aware of office and what they offer

OVS
Services/Resources/Event
s Offered & Used

Networking Event

Office Career Resource/Service/Event- Veteran-only
networking event on campus
information about and experience going/using

OVS
Services/Resources/Event
s Offered & Used

Mentoring

Details of the goals and purpose of the industry recon
program which emphasizes mentoring veterans
through job shadowing, a formal partnership, etc.

OVS
Services/Resources/Event
s Offered & Used

Office Career Resource/Service/Event- Job fair on
campus
information about and experience going/using

OVS
Services/Resources/Event
s Offered & Used

Interviewing

Specific use of the office related to careers,
exploration, readiness, preparations, mentoring,
internships, resume, etc.

OVS
Services/Resources/Event
s Offered & Used

Career exploration

Specific use of the office related to careers,
exploration, readiness, preparations, mentoring,
internships, resume, etc.

OVS
Services/Resources/Event
s Offered & Used

Academic/Benefits

Specific use of the office related to academics,
benefits, administrative like admissions or financial
aid
Needs and challenges of veterans related to being a
student and personal life
Self-identified, known/researched, implied or
explicitly stated

OVS
Services/Resources/Event
s Offered & Used
Veteran Student Needs
and Challenges

Job Fair

Veteran Student Needs and
Challenges

SSU Campus Life

SSU campus life, student experiences and events,
peer and faculty and other department interactions,
why they chose to attend SSU and pick their major,
how SSU treats veterans and nontraditional students
as a whole
Transitioning out of the military, into school, civilian
life, career, out of college, etc.

Veteran Student Needs
and Challenges

Transition: Military

Transitioning out of the military, into school, civilian
life, career, out of college, etc.

Veteran Student Needs
and Challenges

Transition: College

Transitioning out of the military, into school, civilian
life, career, out of college, etc.

Veteran Student Needs
and Challenges

Nontraditional Student

Being a nontraditional student:
Age differences, Additional Responsibilities,
Starting over, First time in college, transfer student
mentality
Motivation and support to pursue and continue with
school and/or career

Veteran Student Needs
and Challenges

Transition: Personal

Motivation/Support
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Veteran Student Needs
and Challenges

Veteran Student Needs
and Challenges

Military Identity

Description of experience in the military
good/bad/benefits

Veteran Student Needs
and Challenges

Military Experience:
Student

Description of experience in the military
good/bad/benefits

Veteran Student Needs
and Challenges

Mental and physical health challenges and needs

Veteran Student Needs
and Challenges

Military slang, military and civilian language
differences and language barrier, need and
challenges learning to talk differently or change how
they normally speak
The explanation of benefits or the miseducation in
that they were misinformed or did not know what
they were eligible for or what is offered by the office
or available in general
Different Mentality, change of mentality, work ethic
differences, stress level differences, how being a
veteran can differ from civilian especially traditional
students
Needs and Challenges related to the department of
veteran affairs especially benefits, not due to specific
school.

Veteran Student Needs
and Challenges

The explanation of benefits or the miseducation in
that they were misinformed or did not know what
they were eligible for or what is offered by the office
or available in general
The explanation of benefits or the miseducation in
that they were misinformed or did not know what
they were eligible for or what is offered by the office
or available in general
The explanation of benefits or the miseducation in
that they were misinformed or did not know what
they were eligible for or what is offered by the office
or available in general
Age differences between Veteran student and
traditional students in school or even in the
workforce
Description and thoughts related to having additional
life responsibilities like a home, family, spouse to
care for and worry about as a nontraditional student

Veteran Student Needs
and Challenges

Mental/Physical Health
Language
barrier/differences

Explanation/miseducation
of benefits

Different Mentality

Dept of Veteran Affairs

Benefits: Use or non-use
of

Benefits: Miseducation

Benefits: Explanations

Age Differences

Additional Life/Family
Responsibilities
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Veteran Student Needs
and Challenges

Veteran Student Needs
and Challenges

Veteran Student Needs
and Challenges

Veteran Student Needs
and Challenges

Veteran Student Needs
and Challenges

Veteran Student Needs
and Challenges
Veteran Student Needs
and Challenges

